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Section 1  
Executive Summary 

 Introduction & purpose 

 Ofwat have written to Chief Executives and Regulatory Directors three times since April 20191.  

In these they have asked incumbent water companies to prepare a response covering:  

• the development of effective markets covering our Board’s support for the development of 

effective markets, questions relating to the business retail market, questions relating to the 

market for developer services; and what we are doing to support the development of new 

markets; and 

• compliance with competition law and charging rules obligations with respect to the self-lay 

market 

 The purpose of this response is to reply to each of the three letters from Ofwat.  By providing a 

combined response to all three letters we hope this makes it easier to show the interconnectivity 

between these topics.  

 Our commitment 

 Thames Water is active alongside many other stakeholders in the provision of water and 

wastewater services, including non-household retailers, developers and self-lay providers 

(SLPs), new appointments and variations (NAVs), and third party providers of water resources 

and bioresources services. 

 Some of these markets are relatively new and still developing.  As a result, some frictions 

inevitably remain which will need further action to be taken collectively by all players to ensure 

these markets can reach their full potential in delivering benefit for customers. 

 Thames Water is committed to playing its part in maximising benefits for customers, particularly 

in relation to the business retail market.  We are aware there are further steps that we need to 

take to improve our own performance and we are addressing these as a matter of priority.  This 

includes being aware and taking seriously both our Competition Act 1998 and our regulatory 

licence obligations. 

 The business retail market opened on 1 April 2017.  We made the decision to exit the retail 

market which involved contacting all non-households in the Thames Water area to explain that 

                                                           
1 Letter 1 – 29 April 2019 to Regulatory Directors from Emma Kelso, Senior Director at Ofwat on ‘Compliance with 
competition law and charging rules obligations with respect to the self-lay market for new connections’ 
Letter 2 – 28 May 2019 to Chief Executives from Rachael Fletcher, Chief Executive at Ofwat on ‘Incumbent water 
companies and the development of effective markets’ 
Letter 3 – 16 September 2019 to Chief Executives from Emma Kelso, Senior Director at Ofwat on “Incumbent water 
companies and the development of effective markets’ 
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they would be transferred to the acquiring retailer (Castle Water) or they could choose to switch 

to any other retailer in this new market.  This choice means that there is no specific business 

retailer associated with Thames Water. 

 We summarise below our progress towards making a real difference in three key areas: 

business retail, developer services and emerging markets. 

 The markets 

The business retail market 

 We chose to exit the business retail market, and this underpins our commitment to a level 

playing field for all retailers. As well as stimulating customer switching, this has led to early 

exposure of data and other market challenges at a significant scale that will drive improvements 

for customers. 

 We recognise that although the retailer is the primary point of contact for non-household 

customers, we have a direct relationship with customers ourselves when it comes to operational 

services, for example, water quality and/or unplanned events/incidents. 

 High levels of switching - a key measure of the success of the non-household retail market is 

that non-household customers are aware of and easily able to switch retailer when they want.  

In the Thames Water geographic region we have, at 131 switches per 1,000 supply point 

identifiers, a higher rate of switching than any other WASC area2. 

 There is still more to do to ensure that this market operates efficiently and effectively to provide 

best value overall to customers.  We play an active part in supporting the forward development 

of the market. For example, we are an active member of the main Retailer Wholesaler Group 

(RWG), chairing two RWG sub-groups, which was recognised in Ofwat’s Call for Inputs (CFI) 

Outcomes Report3 for its work on creating guidance documents for the market.  These support 

the strengthening of wholesaler performance and service in the business retail market. 

 Furthermore, we are the wholesaler representative on the MOSL sponsored Bilaterals Project 

Steering Group.  Within this group we are active in working constructively and collaboratively to 

improve how wholesalers and retailers interact. 

 We are also conscious of improvements we must make in our current performance.  In our 2020-

25 Business Plan, we put forward a Retailer Measure of Experience (R-Mex) performance 

commitment aligned to our aim of delivering an effortless customer experience for retailers. 

                                                           
2 Based on information supplied by MOSL 
3 https://www.ofwat.gov.uk/wp-content/uploads/2019/06/Final-CFI-Outcomes-Report-Jun19.pdf  
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 We are committed to delivering against our two initial performance rectification plans (IPRPs), 

which are around improving our operational performance standards. 

• New connections notification - performance has improved to 57.8% in August 2019 

• Late meter read submission - performance has remained relatively consistent, increasing 

by 3% since the introduction of our IPRP in September 2018 

 There are also more specific market challenges such as dealing with long unread meters where 

we are playing our part to ensure 95% of meters are readable by Retailers; writing to vacant 

properties asking them to contact their retailer; and ensuring market performance data is 

accurate, reliable and consistent across the industry.  All of which we are tackling to support 

both customers and retailers and further develop the market. 

Developer services (new connections and NAVs) 

 Large increase in activity by self-lay providers - we have been working hard with developers 

and self-lay providers (SLPs) to promote choice and encourage the market to flourish. Through 

our efforts we have seen a large increase in new connections carried out by SLPs, rising from 

2.4% in March 2016 to 22.8% in March 2019, as a proportion of total properties connected.  If 

we look at the market share of new mains built, as measured by length of main installed, then 

we get a much higher market penetration by SLPs - 56% in 2018/19.  We believe that this shows 

how our pragmatic approach has underpinned the development of this market in our region. 

 We have been active in the recent consultations for proposed changes – Code for Adoptions 

(Water and Waste), D-MeX and New Connections Charging for April 2020. We recognise that 

these structural changes to the regulatory regime will yield competition benefits for the market. 

 In mid-2018 we recognised that the industry wide Water Code for Adoption Programme did not 

have sufficient resources to move it forward in the right way, so we provided a full-time resource 

to support the Water UK Programme last year.  In addition, we have been active participants for 

the Waste Code for Adoption Programme. 

 We have also been an active participant at Water UK when discussing D-Mex amendments and 

improvements to levels of service to support the quantitative metric. 

 Progressive development of charging arrangements - with regards to new connection charging, 

after the new charging rules for 2020 were published, we ran a workshop with developers, SLPs 

and NAVs to discuss what the changes would mean in our region and to seek early input from 

them on topics that were later included in our formal consultation.  Subsequently, we are 

planning to make changes to our charging arrangements, such as separate application and 

design costs from connection and pipelaying charges. 

 These are some of the proactive steps we are taking to support the effective operation of the 

new connections market and provide best value overall to customers. 

 Highest number of properties supported by NAVs in Thames Water region, with over 36,000 

properties served by insets in Thames’ area, amounting to over a third of the total number of 

customers supplied through this route in the UK. 
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Emerging markets – water resources, bioresources and direct procurement 

 Strong advocates of new markets - water trading is an established activity and Thames Water 

has a long and active history of trading with third parties.  We have agreed trades for abstraction 

capacity, providing benefits to customers and the environment. We are also actively involved in 

developing the market for strategic water resources, working closely with other water 

companies, regulators and other parties to prepare proposals, review challenges and create 

solutions to benefit customers and the environment regionally and nationally. 

Our involvement in water markets is further supported by our comprehensive and 

sector-leading suite of information and tools for entrants. For example, our Bid 

Assessment Framework (“BAF”) and approach to Direct Procurement for Customer 

were recognised as “high quality” and “best practice” by Ofwat. 

 The wastewater market (including bioresources) is less mature than the water market.  Ofwat 

has praised our plans for bioresources trading, where we are working with neighbouring 

appointees, specialist technology suppliers and other Organic Waste treatment operators to 

identify potential opportunities for trade.  An example of this is our project with a biogas company 

to explore whether we can inject gas from our Deephams wastewater works into the national 

grid. 

 We also recognise the challenges faced in developing the bioresources market.  For example, 

in 2011 the Office of Fair Trading (OFT) produced a report on the opportunities for introducing 

markets for sewage sludge treatment and recycling in the water industry4.  The OFT report 

suggested that inter-company trading could be economic for any companies with a neighbouring 

WASC within 50km of their boundary.  This highlights the significance of proximity and 

transportation in developing this market. 

 Conclusion 

 Well-functioning markets can help deliver better outcomes for current and future customers in 

the form of lower prices, better quality and more tailored services and greater choice (of services 

and service-providers).  We recognise that we (and other incumbent water companies) share in 

the responsibility for developing effective markets and the governance and administrative 

architecture to support them.  

 Overall, we hope our response demonstrates our commitment to ensuring that markets operate 

efficiently and effectively; and that we recognise further improvements are necessary in order 

to provide best value to customers.  For example, by learning from our experiences in one 

market (e.g. the connections market) and considering their application in another (e.g. the 

business retail market). 

 We set out in Annexes A to D further evidence of our support for development of effective 

markets, structured in line with each question of your information request, including further detail 

of actions we have taken, and actions we plan to take. 

                                                           
4 https://webarchive.nationalarchives.gov.uk/20131101203833/http://www.oft.gov.uk/shared oft/market-
studies/oft1372.pdf  
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Section 2  
Detailed responses 

 Annex A: Board Support for development of effective 
markets 

Q1: Please provide a description of how your Board engages in and discusses plans for 

the company’s work to support the development of markets. For example, is there a 

designated Board Committee, is there a designated part of the agenda for regular Board 

meetings dedicated to discuss this? How does the Board ensure that staff have the time 

they need to be able to raise any issues, get the support and resources they need for 

work concerning the development of markets?  

 To understand how our Board supports the development of effective markets it is necessary to 

first understand our Board and Executive structure.  Tone from the top is essential and our 

governance structure ensures that our Directors retain ownership for the overall strategic 

direction and development of our Business, which includes support for the development of 

effective markets. 

Table 1: Simple overview of Thames Water governance structure 

 

 

 

 

 

 

 

Source: Thames Water 

 

Board 

Board Sub-Committees 

Executive Team 

Our Board has a majority of independent non-executive Directors.  We have 

a mix of skills and experience which we believe is appropriate in order to 

balance the needs of customers, the environment, shareholders and other 

stakeholders. 

Our Board sub-committees also have a majority of independent non-

executive Directors.  Each sub-committee deals with a specific topic, or 

topics, on behalf of the Board and they report back to the Board.  This may 

be because the topics require more dedicated time and resource enabling 

the full Board to spend their time more efficiently.  The sub-committee 

members are chosen because they have the requisite knowledge and 

experience to challenge, and therefore contribute as required to the 

relevant committee. 

Our Executive Team is responsible for the day-to-day running of the 

business and is made up of two Board Directors as well as seven functional 

directors. 
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 In our 2018/19 Annual Report and Annual Performance Report we reported on six Board sub-

committees which underpin our commitment and support of the principles set out in the UK 

Corporate Governance Code5 and Ofwat’s Governance Principles6.  These sub-committees are: 

• Audit, Risk and Reporting Committee (ARRC) 

• Regulatory Strategy Committee 

• Remuneration Committee 

• Nominations Committee 

• Customer Service Committee 

• Health, Safety and Environment Committee 

 

 Although there is no sub-committee focussed on the development of markets, when the need 

arises we establish additional sub-committees or sub-committee meetings.  For example, to 

support the introduction of the non-household (NHH) retail market we put in place additional 

ARRC meetings.  Furthermore, through our Planning, Interim and Final Letters of Assurance to 

Ofwat we were able to demonstrate our Board’s management and control over our NHH 

competition readiness programme. 

 Altogether our Board, Board Sub-Committees and Executive Team retain ownership and 

accountability for supporting the development of effective markets. 

 Our Directors have also used a “deep dive” process consisting of one or more Board members 

meeting with and challenging management and business experts directly.  For example, during 

the preparation of the 2020-25 Business Plan a deep dive was undertaken and reported back 

to our Board on Water Resources. 

 Most recently, as part of our 2020-25 business planning activity we established a new Board 

sub-committee, the Strategy and Business Planning Committee (SBPC).  SBPC provided 

strategic direction and oversaw the development of our proposed AMP7 Business Plan.  This 

included the refinement and enhancement of our Bid Assessment Framework in support of 

water markets.  Furthermore, we were one of only six companies7 who put forward Direct 

Procurement for Customers schemes and the only company with more than one scheme in our 

September 2019 AMP7 Business Plan. 

 For Developer Services and NAVs, the setting of tariffs and charging is clearly very important.  

These are prepared in line with charging rules with the direction that they should be cost 

reflective.  To give this sufficient time and attention our Board established a dedicated sub-

group8 to review and approve these.  In the case of new connections they sign, on behalf of the 

                                                           
5 https://www.frc.org.uk/getattachment/ca7e94c4-b9a9-49e2-a824-ad76a322873c/UK-Corporate-Governance-

Code-April-2016.pdf. 
6 https://www.ofwat.gov.uk/wp-content/uploads/2015/10/gud pro20140131leadershipregco.pdf.  
7 The other companies who put forward DPC schemes were Anglian, Severn Trent, Southern, South West and 
United Utilities. 
8 A Board sub-group is a Director led group which is not a constituted sub-committee 
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Board, a Statement of Assurance9 which includes full consideration of our obligations under 

competition law. 

 We also have an established Enterprise Risk Management (ERM) framework, which is 

documented and reported on in our Annual Report and Annual Performance Reports.  This has 

included both compliance with Competition Act (on our legal register) and, for example, market 

readiness for the non-household market opening.  Our ERM approach includes reporting and 

monitoring on risks and mitigating actions through our Executive Team, into ARRC and 

ultimately Board. 

 In addition to formal meetings, a monthly Thames Water Group Management Report is 

produced by the Executive Team and shared with the Board.  This contains regular reporting 

on the performance of our business as well as updates on pertinent topics, risks and issues.  

For example, from Open Water and the competitive NHH retail market to developer services 

and the connections market. 

 Furthermore, we have subject matter experts within the business with specific remits for 

supporting and developing markets such as our Market Development Manager, Water System 

Strategy Manager, Sludge Manager and Head of Commercial Strategy & Insight.  Our reporting 

structure subject matter experts through to Executive Team members allows for topics or issues 

to be raised into our Board Sub-Committees or Board as required. 

 Should anyone in Thames Water, our partners, stakeholders or customers have a concern over 

our activities then – in addition to our complaints process - we have both internally and externally 

available whistleblowing lines.  Both our independent external partner  or our 

Business Integrity Team can be contacted in confidence and anonymously to report suspicious 

behaviour.  A summary of cases and key investigations are reported to ARRC for review and 

consideration. 

 We believe our Board and governance approach encourages positive market behaviours and 

ensures there should be – and has been - sufficient time available from our Directors for our 

Executive Team and staff to enable them to raise any issues, get the support and resources 

they need, not least for, the development of markets. 

  

                                                           
9 Connections services – Assurance statement https://developers.thameswater.co.uk/-/media/Site-
Content/Developer-Services/New-connections-charging/Charging-Arrangements-Board-Assurance.pdf?la=en  
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 Annex B: Business Retail Market 

Q1. As the provider of wholesale services in the business retail market, what action do 

you take to understand the experiences of end customers in consuming these services? 

(For example, concerning the ease and speed with which end customers may – including 

via their retailer – request and receive meter installation, meter repairs, data logging 

services, decisions on leakage allowances, non-return to sewer allowances, permissions 

and permit concerning water supply and trade effluent services, disconnection or change 

of tenancy notification).  

 Our current approach reflects the principles set out in the Wholesale Retail Code that the retailer 

is the primary point of contact for non-household customers, except in the cases of unplanned 

events or incidents. We set out below how we receive feedback from non-household customers 

relating to unplanned events and incidents. In general, we do not receive feedback directly from 

non-household customers relating to planned services as the retailer is the lead contact in these 

circumstances. We obtain feedback from retailers in via a number of channels as set out in our 

response to question B16.  

 In addition, we have an established team to manage complaints for all customers that we 

provide services to and, as well as addressing the specific complaints received from non-

household customers via their retailer, we carry out detailed root cause analysis and case 

reviews to improve service. 

 We also carry out research with non-household customers for the purposes of building our 

longer-term plans. Our recent submissions for PR19 built on this detailed research10 with both 

household and non-household customers and we have set out some more details below. In 

addition, to develop our PR19 plans, we carried out direct research11 with our retailers about 

their priorities. As this was carried out during the early days of the market, responses focused 

more on the basics that retailers need, such as improved data and easier ways to submit and 

track service requests. As Chair of the working group, we are leading industry work on 

developing a Retailer Measure of Experience to make sure we are getting regular, standardised 

feedback to help us to improve our services to retailers and their customers. 

Feedback from customers on unplanned events or incidents 

 The primary channel for non-household customers experiencing any unplanned event is for 

them to call our wholesale service centre. We provide services directly to non-households and 

households 24 hours a day, 365 days a year, wherever a customer experiences problems with 

their water or wastewater services. In this respect we are neutral to whether the end customer 

is a householder or a non-household.  

 In these instances, we include such customer contacts in our monitoring to help us to better 

understand and improve our services. 

 We receive feedback from our non-household customers via our ongoing Transactional 

Customer Satisfaction Surveys (conducted using the Rant & Rave tool). Surveys are sent 

                                                           
10  https://corporate.thameswater.co.uk/-/media/Site-Content/Thames-Water/Corporate/AboutUs/Our-strategies-

and-plans/PR19/Appendix-2-Engaging-and-delivering-for-our-customers.pdf  
11 https://corporate.thameswater.co.uk/-/media/Site-Content/Thames-Water/Corporate/AboutUs/Our-strategies-and-
plans/PR19-April/What-customers-want---April-2019.pdf  
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following interactions with non-household customers on a number of key operational customer 

‘journeys’ including:  

• No Water 

• Low pressure 

• Visible Leak 

• Customer side leak 

• Water quality 

• Blockage 

• Flooding 

• Smell and rats 

 The feedback received from these surveys provides us with customer experience performance 

data to better manage our operations and identify focus areas for improvements. We use the 

feedback in our ‘inner loop’ activities, where customer-facing teams intervene to recover 

customer issues and individual employees are coached to improve the service they offer, as 

well as our ‘outer loop’ activities, where we use customer feedback and operational data to 

understand root cause, fix systematic problems and prioritise investments. 

 We don’t currently isolate the views of non-household customers for these operational customer 

journeys as the learning applies across all our different household and non-household customer 

segments.  

‘What customers want’ non-household customer research  

 In forming our longer-term plans we have engaged with all segments of our customer base, 

including non-household customers. Our PR19 documents set out details of how we carried out 

this engagement and how we ensured quotas that would reflect the diversity of our customer 

base.  

 We have included in our evidence pack the Non-household and Developer Services pages of 

our detailed ‘What Customers Want’ document – submitted as part of the PR19 process – which 

summarise the needs and expectations of these segments, based on the research and insight 

gathered during the business planning process. 

 Non-household customers’ needs and expectations are generally similar to household 

customers but they are particularly likely to be concerned about service failures as it potentially 

impacts service and costs them loss of trade and customers. 



 

Effective Markets RFI Reply | 31 October 2019  

Confidential | Commercially Sensitive   

 
 

 Page 13 

• Regarding service failures, non-household customers expect proactive contact, an 

explanation, an apology and higher levels of compensation. They expect that more could 

be done to identify vulnerable businesses (e.g. Hospitals) and put in place enhanced 

communications and emergency provision 

• Non-household businesses operating in sectors using machinery and appliances affected 

by hard water are concerned about the impact on their operating costs. There may be 

benefits in providing tailored advice for high volume water using businesses that are 

particularly affected by hard water 

• A constant supply of water and good water pressure is very important for some non-

household customers, where water is integral to their operations, and sufficient flow is 

necessary for operations to be completed in a timely and effective way 

• Some non-household customers report having been adversely affected by leaks around 

their premises causing inconvenience to themselves and their customers 

• Large businesses say restrictions such as emergency drought orders would have a 

significant impact on their business operations and temporary bans could have an impact 

depending on what is banned and how long it goes on for. They say a resilient and reliable 

water supply is important and they would pay to improve resilience and reduce the risk of 

water use restrictions, they prioritise water resource options which would provide large 

amounts of water, offer a long term solution and are not energy intensive 

• Non-household customers are keen to see improvements in leakage and sewer collapses 

but show concern with disruption that roadworks would bring 

• Non-household customers are concerned with river habitats and related pollution incidents, 

recognising pollution from industry, overflows from sewers and fly-tipping as key pressures 

• Service areas where non-household customers’ willingness to pay values have a stronger 

influence than household customers are supply interruptions and water restrictions 

involving a non-essential use ban (i.e. non-domestic uses of water), and areas where they 

have a lower influence are odour and water restrictions involving a hosepipe ban 
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Q2: Please outline and provide relevant evidence on the extent to which you monitor, 

contribute to and participate in the work of the Industry Panel (including relevant 

Committees and working groups).  

 

 Our strategy for engaging in the NHH retail market includes how we want to be seen through 

our market engagement: 

• We are a company that cares about customers and the success of the market 

• We want to be a valued and constructive contributor in all market forums and directly to 

involved stakeholders 

• We aim to be helpful and good to work with 

• All our communications, publications and engagement are commercially clear and 

straightforward 

• We are diligent in following the market codes and the principles within, with similar 

expectations of others 

 As one of the larger Trading Parties, within this strategy we recognise the importance of the role 

we play in supporting the development of the market,  

 As a large wholesaler, with market expertise, we will share our knowledge and commit resources 

appropriately to support making the market a success. We have released people to serve on 

Panel and sub-committees, as well as other market groups, remembering the important point 

also set out in our strategy that: 

“NOTE: All elected members of the Code Panel or its sub-committees must work in the 

interests of the market, not as representatives of their employers.”  

 We have released resource to serve on Panel and its sub-committees; 

• The Panel (current member, re-elected) 

• Market Performance Committee (current member) 

• Trading Disputes Committee (current member) 

• Credit Committee (current member) 

• Trade Effluent Issues Committee (previous member, no longer current) 

• GDPR Committee (previous member, no longer current) 

 

 In order to help resolve some of the longstanding issues within the market we were keen to 

assist as much as possible on the recently established MPOP Working Groups. We nominated 

representatives for all these groups and are now members of: 

• MPOP Vacancy working group  

• MPOP Meter Rejection & Asset Data working group. 

 

 We have provided an independent, Panel-elected Wholesale member of the recently 

established Bilaterals Steering Group 
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 We also fully support the work of the Retailer Wholesaler Group (RWG) : 

• R-MeX group (chair) 

• Vacancy Group (chair) 

• Policy Group (member) 

• Gap Site Incentive Group (member) 

• Eligibility group (member) 

 

 In terms of wider market engagement, we have regularly presented at the User Forum and 

ensure we participate in the majority of the meetings. We are also a member of the Accredited 

Entities Panel. 

 

Q3: Please explain how, in making decisions about how to respond to relevant industry 

consultations on code change proposals, you balance or reconcile your commercial 

interests with those of the market as a whole, where possible, citing examples. 

 

 As the wholesaler with the largest volume of SPIDs in the NHH Retail Market, changes which 

are made in the market can have a significant effect upon Thames Water, and can either directly 

or indirectly impact the non-households and households that we provide services to, for example 

through changes to future bills. We take this into account when responding to consultations, so 

that the impacts of any proposed changes are clear to enable informed decision-making.  

 For the majority of changes the primary focus of our responses is on improving the effective and 

proper long term functioning of the market which can have larger scale benefits to end 

customers. This would include, for example, encouraging new entrants to the market. 

 Since the market opened in April 2017 Thames Water has been the ‘Proposer’ for three change 

proposals, each of which has been focused on benefits to the market as a whole and to end 

customers. Each change had widespread support across different classes of Trading Party and 

were approved as code changes. 

• Clarification of Unsecured Credit allowance - ensured level playing field for Retailers without 

a Parent Company Guarantee and those who do, particularly enabling smaller New Entrant 

Retailers to enter the market and stimulate competition and benefits for customers 

• Requesting a new connection SPID or entry change of use SPID when the retailer is 

unknown – enabling SPIDs to be registered in a timely way and allow Retailer allocation to 

function correctly as set out in the Code 

• Removing Processes A1-A5 of the Operational Terms for New Connections – to avoid 

potential distortion of other functioning markets and provide a better choice for customers 

in the provision of new connections services for Non-Household Premises 

 Taking the entire quantity of Code Change proposals consulted upon since the market opened, 

Thames Water has supported the vast majority of changes (91%). 

 Examples where this may be counter to our commercial interests include: 
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• Supporting the charging of MPS failures in the agreed timescale despite understanding that 

due to Thames Water’s number of and performance of completing tasks, this would 

increase the burden on the business 

• Supporting the inclusion of OPS measures within the Performance Resolution Process as 

a way to drive better performance in the market, despite Thames Water being the worst 

performer in the market 

• Supporting Alternative Eligible Credit Support, despite the potential increased risk on cash 

for a wholesale business 

• Supporting use of performance fines for specific improvement projects to benefit business 

customers, rather than redistributing to Trading Parties 

 We have only submitted comments opposing any changes where we believe that the proposal 

is not in the interest or benefit to end customers, or felt that additional governance is required 

to ensure that the codes are operated in an orderly fashion for the benefit of customers. In total 

we have opposed five change proposals. 

 Examples include: 

• Opposing the proposal for Alternative Eligible Credit Support in its original form, as the 

proposal was too narrow in its application and overly complex for all parties. In parallel we 

voluntarily introduced our own simple credit floor arrangement, variants of which have since 

been widely offered by wholesalers. We supported the later revised proposals that have 

been implemented into the Code 

• Opposing the proposal mandating Bulk Submissions of Service Requests, on the grounds 

that without appropriate governance the change as proposed is likely to lead to significantly 

less efficient end-to-end delivery of services and delays to resolving issues for business 

customers  

 We recognise that the job of the Codes Panel in considering the impacts, benefits and costs of 

change proposals can be a difficult one in the absence of well evidenced comments being 

submitted by Trading Parties. During 2018, we suggested an approach to improve the scope of 

the impact assessment included for assessing change proposals to more consistently consider 

positive and negative impacts for business customers alongside the market focused impacts, 

such as the impact on market systems. This was not able to be taken forward at the time but 

could be revisited to aid decision-making that focuses more on business customers.  

 We strongly support a well resourced Market Operator who is able to analyse and provide the 

deep insight into the changes proposed and potentially required to drive a market that delivers 

ever greater long term benefits to end customers. 

 
 
Q4: Have you developed your company’s strategic approach to participation at the 

Industry Panel (including relevant Committees and working groups)? To what extent has 

it been discussed or approved by your Board? Please provide relevant evidence to 

support your response (such as Board papers). 
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 We recognised that as the largest wholesaler in the NHH Retail market it would be important for 

us to support the development of the market through engaging with formal and informal groups.  

Once we moved beyond the initial focus on market opening, we developed our market 

engagement strategy which was formally agreed by our Non-Household Market Steering Board 

(NHHMSB) in September 201712. This is referenced further in our answer to Q2. 

 The members of our NHHMSB were: 

• Wholesale Water Managing Director (MD) - on behalf of Wholesale Water and Wholesale 

Wastewater 

• Group Chief Finance Officer (CFO) 

• Chief Information Officer (CIO) 

• Head of Wholesale Market Services 

• Head of Strategy (Group) / Head of Economic Regulation (alternating) 

• Household retail representative: Retail Chief Finance Officer 

 The Terms of Reference from our NHHMSB13 are attached. 

 The underlying principles of Thames Water’s initial focus and priorities for the early stages of 

the NHH market were defined as  

• A stable market – we will seek to minimise unnecessary market change, focusing on 

material issues, to facilitate operational stability. This will give the space for us and other 

market participants to iron out early market problems and close existing data or systems 

concerns 

• A learning market – in the short term we will focus on working with our Retailer customers 

and others, consolidating learning and reducing complexity to make things work well for a 

successful market 

• An open market - we will work in an open and collaborative way with Retailers and other 

stakeholders to help us all to best understand how the market can focus on delivering an 

efficient, self-regulated market in the interests of customers. As a large wholesaler, with 

market expertise, we will share our knowledge and commit resources appropriately to 

support making the market a success 

 In line with the third principle we have made resource available to help the market succeed 

across the key committees where our expertise lies. All our participants act in the interest of the 

market to benefit customers and do not focus on the needs of Thames Water. This important 

distinction of role was detailed for our NHHMSB prior to its approval of the engagement strategy: 

“Note: all elected members of the Code Panel or its sub-committees must work in the 

interests of the market, not as representatives of their employers”14 

                                                           
12 TMS_AnnexB_Q4_Market Steering Board meeting 25 Sep 2017 Engagement plan full pack.pptx and 
TMS_AnnexB_Q4_NHHMB 20170925 - Minutes.docx  
13 TMS_AnnexB_Q4_NHH Market Steering Board ToR.pptx 
14 In the NHHMSB Terms of Reference 
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 The details of our participation in the Panel committees and groups and strategy are detailed in 

the answer to Q2. 

 
Q5: Have you been subject to an Initial Performance Rectification Plan (IPRP) at any point 
since they were initiated? If so, what measures did you take to understand the root 
causes for your underperformance, what activities did you undertake to address this and 
how has your performance changed since going on the IPRP?  
  

 We have been the subject of Initial Performance Rectification Plans for two Market Performance 

Standards (MPS): 

• MPS3 new connections notification – Receipt by the Market Operator of a T107.W (Submit 

Notification of Connection Complete) within five (5) BD of the Effective from Date contained 

within the transaction, for activities undertaken by the Wholesaler. This applies to the “New” 

and “New – No Retailer specified” connection type only15 

• MPS7 late meter read submission – The T104.W (Submit Meter Details) or T105.W (Submit 

Meter Read) or T117.W (Submit Meter Exchange) is received by the Market Operator within 

five (5) BD of the meter read date contained within the transaction in respect of I and F 

reads, for activities undertaken by the Wholesaler. This standard applies to meters with a 

Meter Treatment type of Potable, Non-Potable or Sewerage16 

MPS3 

 For MPS3, we entered an IPRP from March 2019 to August 201917. In that period we improved 

performance in line with our IPRP, but as this remained below the market average, we were 

requested to submit an extension and submitted this during October 2019.  

 

 Root causes identified at the time of the IPRP included;  

• Input of Waste only connections. 48% of Thames Water’s transactions sent into the market 

for MPS3 from December to February were related to new waste connections. This was the 

result of a backlog that built due to the failure of the Water Only Wholesalers to inform 

Thames Water of the Water connection being live in the market. Because of this backlog 

Thames Water began a Data Project to input these Waste Connections. As Thames Water 

must use the connection data provided with the new Water connection (input by the Water 

only Wholesalers), Thames Water failed the MPS3 SLA  

• Manual data handling process. The process for getting data into the market involved 3 

teams and would take the full 5 business days  

 

 We put the following activities into place to manage the root causes of failure;  

                                                           
15 CSD0002 Market Performance Framework V6.0, page 26 
16 CSD0002 Market Performance Framework V6.0, page 30 
17 TMS_AnnexB_Q5_ MPS3  
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• Process review to reduce handling time of data to 4 business days to allow for any potential 

handling failure  

• Set up of the MPS working group to discuss failures, and actions to improve failures  

 

 Performance has improved to 57.8%18 in August 2019.  

Figure 1: Thames Water’s performance for MPS3 January 2019 – August 2019 against the market average.  

 

Source: Data is from the Market Operators published Market Performance Standards peer report.  

 

 Since our IPRP for MPS3 we have improved performance from 13% (in January 2019 when the 

IPRP was requested) to 57.8% in August, 2.2% below our forecasted performance of 60% in 

August 2019.  

 

 Our IPRP extension for MPS3 was submitted to MOSL in October 201919 in which we have;   

• Committed to fixing a report error, which was preventing New Connection data getting from 

the field to the office in 1BD 

• Committed to the introduction of additional design team checks, which aims to resolve an 

issue causing NHH premises flowing through Thames Water’s process/systems as 

Household premises. Once these had been identified they had failed their SLA, before input 

into the market 

 We expect the combination of these commitments to improve our performance reaching 83% 

by March 2020 

                                                           
18 MOSL MPS – Peer Report 
19TMS_AnnexB_Q5_IPRP_2019-10-22_THAMES-W_MPS3_IPRP-submission  
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MPS7 

 For MPS7, we entered into an IPRP from September 201820 to February 2019, following 

completion of this period, we have since entered into an extension and committed to a second 

IPRP.  

 Our IPRP was requested for MPS7 because of our performance against the measure being 

below the market average for 3 consecutive months. The root cause of failures identified at the 

time for MPS7 were;  

• The lack of required knowledge of the source of meter reads into the market 

• Manual data handling process 

 

 Activities defined within the IPRP to tackle underperformance included;  

• Performance Insight reporting 

• MPS Performance Improvement Planning. We worked with individual business units to 

build improvement plans for their areas, to tackle issues around manual data handling, 

namely elapsed time to deliver data onto the next step  

 

 We had forecasted for performance to increase during the period of our IPRP to 70%, and by 

February 2019 MOSL had recorded our performance at 58.9%. As performance was still below 

the market average, MOSL requested and we agreed an extension21 on our original IPRP. As 

part of the investigations for the extension, we found further issues impacting performance such 

as;  

• C-Process related meter reads failing due to using an old meter read 

• New Connection meter reads failing due to delay in getting information into CMOS 

 

 Following the MPS7 IPRP we put together a working group, bringing together the internal 

stakeholders responsible for delivering the transactions, so that failures are regularly discussed 

and understood and performance against the IPRP is monitored.  

                                                           
20 TMS_AnnexB_Q5_FINAL 091018_Performance_Rectification_Plan_THAMES-W.xlsx 
21 TMS_AnnexB_Q5_MPS7 IPRP May19.xlsx 
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Figure 2: Thames Water’s performance for MPS7 September 2018 – August 2019 against the 
market average.  

  

Source: Data is from the Market Operators published Market Performance Standards peer report 

 MPS7 performance has remained relatively consistent, increasing by 3% since the introduction 

of our IPRP in September 2018.   

 Since we have been placed on these plans, we have undertaken the following;   

• Increased visibility of MPS measures across the business  

 Generated an MPS report in Power BI to calculate performance daily  

 Created an MPS peer comparison report, to provide a view on performance against 

market average  

• Engaged with all relevant teams for submission of data impacting associated measures  

• Created a working group that meets fortnightly to discuss performance against measures, 

and progress against actions to improve performance   

• Undertake regular analysis of failures to identify areas for improvement, which have 

identified issues such as;   

 Self-lay providers provision of new connection data  

 Input of historic data as part of project activities  

 Manual process for data handling  

 Error in data transfer  

• Agreed actions to improve performance  

 Accounting for data improvement project impacts  

 Process review  

 Alignment of Accountable and Responsible data managers  

 Fix to report that created an error in data transfer  
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 Developed new performance management frameworks  

Q6: Where an IPRP has been put in place for your company, has your Board discussed 
your IPRP? Please provide relevant extracts of Board papers that document any such 
discussions. 
 

 The executive member with responsibility for Market Performance is our Thames Water 

Customer Experience Director who regularly reviews market performance with her leadership 

team22, as well as reviews being carried out by the Customer Operations Management Team23 

and by the Wholesale Market Services Team24. Significant market performance issues are 

discussed at the Non Household Market Steering board or escalated to the wider Executive 

Team and Board where required. 

 When we first received request to enter into an IPRP, this was raised at the Non Household 

Market Steering Board in November 2018 with actions to investigate and resolve issues and 

submit the formal IPRP25 

 Our IPRP extension submitted in October 2019 was included in a Board update alongside wider 

market performance information26. 

 
Q7: Please set out what safeguards and/or monitoring you have in place to monitor your 
Operational Performance Standards (OPS) performance for your associated retailer in 
relation to other retailers? 
 

 We do not have an associated Retailer within the Non-Household retail market. Thames Water 

provides services on the same basis to all retailers. As we do not differentiate these services 

between different retailers, we have no reason to believe other than these are provided on a 

non-discriminatory basis. 

 
Q8: Please set out what processes you have in place to assure yourself that OPS 
performance data is accurate and valid before it is submitted to MOSL. 
 

 In summary our OPS reporting process involves the following key steps; 

 

 

                                                           
22 TMS_AnnexB_Q6_CELT OPS & MPS Performance_Apr 19.pdf  
23 TMS_AnnexB_Q6_Customer Operations Performance Meeting_9.10.19 
24 TMS_AnnexB_Q6_WMS Performance Meeting_14.5.19 
25 TMS_AnnexB_Q6_NHH Steering Board Slides 06.11.18 
26 TMS_AnnexB_Q6_Extract from Thames Water Board Report September 2019 
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Annual review vs market reporting rules and logic 

We carry out an annual review of our reporting practices, including matching our reporting logic 

with the market logic. Our most recent annual review included a detailed review of the OPS 

Reporting Guidance published by MOSL in February 2019. This process involves the reporting 

team in our Wholesale Market Services team meeting with Responsible Service Managers 

(RSMs) and team managers for each OPS measure, and going through the measure in detail 

to ensure that the market process steps that start and end on OPS are matched to process 

steps within our workflow management tool 

 

Agree and document reporting logic 

Once the logic has been agreed, it is documented and saved as a controlled document where 

relevant stakeholders have access to the information 

 

Create Power BI measures connected to our workflow management tool to calculate OPS 

data daily 

This logic is then used to create measures within a Power BI report, connected to our workflow 

management tool (Cordys), which allows us to calculate the OPS data daily.  

 

Compile OPS data monthly  

At the end of the reporting period (month) the OPS data is downloaded to enable checks to be 

carried out. 

 

Carry out validation checks of monthly OPS data  

Our reporting team validates that the data has been reported accurately. The process 

comprises:  

• Analysis of the data in excel to ensure that all data is reported accurately, including   

 Manual check of OPS start and end dates  

 Manual calculation of volumes for each KPI  

 Manual review of any deferred volumes  

• Identifying any volumes that have been submitted in Bulk (not on a bilateral form) and 

amending these from the volumes  

 

Add data to MOSL ‘balancing’ tool  

The data is then added into a ‘balancing’ tool supplied by MOSL, to ensure that the volumes 

align with volumes sent previously. For example, the completed, rejected and Work in Progress 

(WIP) volumes for the reporting period add up to the WIP for the previous period added to the 

started volumes for the reporting period.  
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Review and Sign-off for submission to MOSL27  

The data and volumes are then reviewed by the Contracts and Performance Manager within 

Wholesale Market Services (WMS) and presented to the Head of Wholesale Market Services. 

The data then requires sign off from the service reporting manager, as provider of the data, 

contracts and performance manager, as reviewer of the data and finally from the Head of WMS 

as the senior manager sign off. Once the data has been through these levels of authorisation it 

is submitted to MOSL via the MOSL portal.  

 

Submit OPS data to MOSL by Business Day 6 

The submission process takes place over 5 Business Days, to ensure that the data is provided 

to MOSL before the end of the 6 Business Days deadline. The data is then uploaded to the 

MOSL Portal on Business Day five (5) to meet the submission deadline.  

 

Carry out periodic internal assurance 

Our compliance team within Wholesale Market services will carry out internal assurance on our 

OPS submission process and have recently focussed on: 

• The counting of days for permitted deferrals – A sample of cases have been taken and a 

manual calculation used to check that the counting of days aligns with MOSL guidance  

• The use of permitted deferrals – A sample of cases including case notes have been taken 

and compliance with the market codes assessed 

 
Q9: Please explain any collaborative work you have initiated with retailers to improve the 

quality of market data in relation to: long unread meters; faulty meters; and vacancy. 

Long unread and faulty meters 

 As with similar markets such as energy, we see the accountability for meter reading to be a key 

aspect of the retailers’ role in meeting the needs of their customers to provide accurate and 

timely billing. It is our role to support this by fixing faulty meters in a timely way as they are 

identified.  Since market opening, a large proportion of faulty meters have been fixed. Therefore, 

to continue reducing the number of long unread meters in the market place, greater emphasis 

must be placed on the meter reading activity. 

 We recognise that the number of long unread meters in the market, including in Thames’ area, 

is high and we have put in place initiatives to address this. Unread meters have several 

consequences including, but not limited to;  

• the impact on customers through having inaccurate bills  

• inaccurate settlement in the market 

• a misleading view of leakage rates  

 

                                                           
27 TMS_AnnexB_Q8_OPS Sign off Sheet February 2019.pdf 
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 Working with others in the industry is a key enabler to improving this situation and we collaborate 

with a range of industry groups in sharing good practice and working to find solutions for 

problems facing retailers and wholesalers. We have shared our experiences at industry forums 

including the User Forum and are a member of one of the Market Performance Operating Plan 

(MPOP) working groups focused on reducing long unread meters. 

 In the summer of 2018, we initiated and funded an ‘Accelerated Programme’ of work with one 

of its key aims being to significantly reduce the number of long unread meters. Some key 

aspects of our work to address long unread and faulty meters has included: 

• Root cause analysis - working with retailers to understand the root causes of long unread 

meters and to classify respective roles and responsibilities for resolution. This has involved 

detailed analysis, with retailers sharing a large amount of data relating to attempted meter 

reads and ‘meter skips’, as well as analysing our own meter data 

• Customer access - through this analysis a large cohort of cases was identified where 

customer access was an issue. To help retailers to gain access to customers’ premises to 

obtain meter reads we have worked with our legal and operational teams to develop a new 

service offering to retailers, which enables them to call on our powers of entry. This involves 

different levels of intervention, from issuing official letters, carrying out site visits, obtaining 

warrants and executing warrants to gain access.  This service was launched in October 

2019, so it is too early to evaluate its success, but we have published details of our service 

and we will monitor and share our experiences with other Trading Parties  

• Customer appointments – we have evolved our metering processes in response to 

feedback from retailers. Previously where a customer was unresponsive after three 

attempts to make an appointment, we would close the job, which left the issue unresolved 

and required the retailer to re-raise a request. In these circumstances our process now 

requires us to refer the case back to the retailer for a set period to allow them to try and 

establish contact with their customer prior to closing the job. While this reduces the time 

available for us to meet Code SLAs we believe that it delivers a better outcome for retailers 

and customers 

• Early notification - we remain concerned that retailers are not prioritising the routine, timely 

notification of broken or unread meters to us and that there remains a poor correlation 

between reported long unread meters and work raised to us to fix metering issues. In 

response we have developed internal reporting to escalate emerging long unread meters 

to retailers to assist in collaboration to resolve 

• Proactive meter replacement - we have directed our proactive meter replacement 

programme to address long unread meters and are working with our retailers to seek the 

most up to date customer and contact information to efficiently manage and make 

appointments with customers. Our proactive programme is on track to replace 5000 older 

meters during the current year, in addition to our business as usual reactive meter 

replacement programme 

• Dealing with legacy meter issues – some meters have issues that were identified prior to 

market opening. In these cases, we have agreed with retailers to resolve them and 

accepted bulk submissions in spreadsheet form from retailers 
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 There are a number of initiatives and interventions that we have taken forward directly or 

working jointly with our retailer customers. At a high level, our approach is to carry out various 

levels of intervention and share the occupancy information this generates with retailers 

encouraging them to update the occupancy status for their customer and as a last resort carrying 

out a market code vacancy challenge where this does not happen. 

• Accelerated programme – In summer 2018 we initiated a programme to pilot a number of 

different approaches to establishing the occupancy status of premises marked as vacant in 

the market. Through this programme we tested different desktop occupancy tracing 

approaches (for more than 20,000 premises), carried out over 4,000 occupancy site visits 

and took six supply points through the Code occupancy challenge process. We have 

embedded this learning into our business as usual approach described below, which we 

continue to evolve and improve 

• Referrals - We continue to highlight cases where we are confident that premises are 

occupied without the need for further investigations, such as public buildings and well 

known sites in and around London 

• Customer letters – Through our engagement with retailers we are aware that a relatively 

large number of non-household customers have been unresponsive to communication from 

retailers attempting to establish occupancy details and bring customers into billing  

• In the light of this we have agreed with retailers that we will send letters to properties marked 

as vacant encouraging any occupants to make contact with their retailer. This letter 

highlights the vacant status of the property given to it by the retailer and asks any occupiers 

to contact their retailer directly.  The retailer’s contact information and rate of issue are 

agreed with each retailer in advance so as not to disrupt their existing customer 

communication channels and any vacancy work in progress, or to confuse customers who 

may already be in contact with the retailer and having their accounts established. We 

routinely remove properties from this process on request from retailers where they already 

have work in progress so as not to disrupt their customers. This also provides us insight 

into how much activity our retailers are undertaking to address issues 

• Occupancy tracing - We are using third party providers to trace occupiers and pass leads 

to retailers.  As part of this exercise we are having regular calls with retailers’ vacancy teams 

to discuss progress and quality issues as well as to escalate high value cases where 

occupiers are clearly present. This work identifies occupiers in approximately 30% of 

cases28.  

• Site visits - Finally, for the highest usage properties we are sending our field agents to visit 

properties, collect occupancy details in person and photographs of meters, meter reads and 

other relevant property data.  To ensure these cases are prioritised we use the vacancy 

challenge process to secure engagement having initially communicated the cases in 

question  

                                                           
28  
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 Many retailers are very responsive to our submissions, however work on converting vacant 

premises often appears to lose out to other priorities. As an example, at the end of September 

only 11% of 2077 occupancy leads passed to retailers this financial year had been actioned by 

them29.  Given the importance of this issue and its impact on wider customers, we have included 

a performance commitment in our PR19 Business Plan. We continue to explore ways of 

incentivising retailers to take more timely action, whilst seeking to avoid incentives which could 

lead to inappropriate increase in vacancy rates as previously experienced in the Scottish Water 

Market. 

 

Q10: Please describe any processes you have in place to improve the quality or coverage 
of data in CMOS that relates to your activities and responsibilities as a wholesaler (for 
example, to ensure meter location data is complete and accurate). How long have any 
such processes been in place? 

 We are aware of the key part that correct data plays in the market and how inaccurate data can 

cause issues for all Trading Parties and customers; this has been a focus since the inception of 

the market and we strive to achieve and maintain a high level of accuracy. 

 This was a key workstream in our programme preparing for market opening and we then 

transitioned to an embedded business as usual capability. Through this team we constantly 

monitor the health of our market data and seek to improve its fitness for purpose. This monitoring 

covers many quality dimensions including completeness and accuracy against an appropriate 

benchmark, and compliance with code standards. We have implemented a wide range of 

reports to identify data exceptions which enable us to trigger investigative interventions. These 

interventions are how we make incremental improvements to existing business processes that 

maintain our data. As part of our wholesale market services function, we have established a 

market data team and a business process team who work together to clarify process 

improvements necessary to optimise our market data and outcomes for retailers and customers.  

 Some specific examples are outlined below: 

• We are running several projects to ensure meter dial numbers and meter asset sizes are 

correct and that duplicate records are investigated and eradicated. As part of this process 

we are progressively and repeatedly comparing the information stored in our asset base 

and in the market with the original manufacturer’s data for that same meter and have been 

running many projects on an ongoing continuous improvement basis since before market 

opening to correct issues. For example, we corrected around 180,000 meter sizing issues 

prior to market opening that would have generated queries and concerns from retailers 

about differences between meter asset sizes and meter chargeable sizes. Our current 

issues are now primarily arising from gaps in current processes and our teams work to 

identify and repair these constantly 

                                                           
29  
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• We are strengthening processes across the business to receive intelligence on missing 

sites, services and occupied properties from work undertaken by multiple field teams in 

pursuit of leakage resolution and other network service goals. These involve liaison with 

Retailers to agree and resolve issues 

• We are continuing to run a long unread metering project which has since mid-2018 identified 

revised location details and meter reads for previously unread meters, and these are 

passed to retailers. Meter location is a retailer owned field which a wholesaler cannot 

update.  We do not currently monitor how many updates passed to retailers are 

subsequently updated in the market  

• We undertake monthly reconciliations of property, meter and SPID numbers between our 

internal systems and market systems to identify mismatches and incomplete updates. 

Processes have been in place since shadow operations and continue to give us confidence 

that we remain in control of the overall market data environment, and that we can identify 

any missing processes or procedural steps necessary to ensure data is constantly 

reconciled  

• We have processes in place to monitor the specific transaction environment to ensure all 

market data updates complete or, if not, priority rejections are identified and addressed.  

These processes have been in place since market opening and continue to provide a rich 

source of insight into underlying causes of transaction and data update failures 

• We have processes in place for agents to escalate issues preventing execution of updates 

in CMOS. These cases are worked by our data back office team within tight internal service 

levels. For example, we continue to address issues creating high levels of final meter read 

rejections which risk leaving SPIDs with details of the old and the exchanged meters. Over 

the last 12 months the data team have engaged front line operational teams to incrementally 

improve awareness, training materials, processes and procedures and this approach 

provides a sustainable basis to reduce the occurrence of data issues 

• We have processes in place to monitor a range of market operator reporting sources to look 

for settlement and other exceptions and have resolved a range of tariff set up issues 

generated by our system logic. We are also joined up with our account management and 

complaint teams who provide a source of insight into issues our customers are 

experiencing, and these are often used as a basis for investigation. For example, we agreed 

a solution with one retailer for around 500 properties who had a ZZZ postcode because the 

premises, quite appropriately, did not have a full postal address  

• Our vacancy project work is highlighting and addressing property address issues. For 

example, we are in receipt of all returned mail sent to vacant properties and progressively 

we are cleansing and updating addresses of vacant properties to the market   

• We monitor all settlement volumes variances above pre-set values to identify potential SPID 

set up or meter reading errors, because of this monitoring we have introduced a number of 

business process improvements and enhanced monitoring. For example, we are monitoring 

the quality of meter reads entered into the market by retailers and tracking at any one time 

around 1,500 meters with logically inconsistent reads which are often the result of errors 

and missed rollover flags. These are routinely highlighted to retailers to action 
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 Whenever any new data issue is identified we follow an established process to: 

• Define and scale the issue, to understand if there is a wide range of problems across 

multiple SPIDs all of the same nature 

• prioritise the issue for resolution based on a range of factors including compliance and 

customer service impact 

• prior to any resolution, undertake a root causes analysis to identify the potential source of 

the data issue, many data issues are a symptom of a need for improvements to underlying 

business process and procedures; and 

• finally, decide what fix is necessary to resolve the issue. Fixes can involve changes to 

system logic to better manage transaction updates, changes to our agent level processes 

and procedure or simply just sending a transaction 

 
Q11. Please describe any processes you have in place to take into account information 

received from retailers or end customers concerning incomplete or inaccurate data held 

in your systems or in CMOS. (For example, this could relate to: meter location; customer 

or retailer meter readings; change of tenancy; or disconnection). Please also set out the 

process that a retailer would need to follow in order to inform you about incomplete or 

inaccurate data and your process and timetable for responding to this. 

 The Operational Terms sets out standard market processes for specific items, for example 

where retailers cannot locate a meter. Ordinarily retailers need to submit the relevant market 

form and the subsequent steps are then followed. Retailers can raise other data issues as an 

enquiry to which we have established internal SLAs to respond to within 10 business days.   We 

have also established an escalation protocol for retailers to have confidence enquiries, including 

data issues, are being given due consideration. 
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 The following are examples of specific processes we undertake in response to information from 

retailers concerning incomplete or inaccurate data:  

• If a retailer believes a meter is inaccurately registered in the market, for example as a result 

of their meter readers being unable to find it or because a customer has queried the 

volumes they are being charged, retailers can request that we investigate. On receipt of 

any request we undertake a desktop based review of internal data sources (which usually 

resolves the issue in 4 out of 5 cases). If the review does not resolve the issue we send an 

agent to the field to verify details. Following the field agent’s report, we may take a range 

of actions including de-registering an account, correcting a supply issue by ensuring the 

appropriate property and meter relationship is established in CMOS, sending work to our 

metering team to fix a meter, or providing updated meter location information and meter 

readings to the retailer  

• Where a long unread meter is read for the first time this can reveal an issue with the meter’s 

registration or initial meter reading. There may also be confusion as to the settlement 

impacts of market volumes generated by the relationship between new reads and G reads.  

We have established a specific process for these to be routed to our data teams and to be 

resolved within 5 business days. Where an enquiry is raised our front-line agents follow a 

process to clarify the read impact (which resolves the majority of G reads cases) or escalate 

cases with potentially incorrect initial reads. These are investigated by our data experts who 

take the appropriate steps to resolve the issue including changing the initial meter read or 

triggering site visits for further investigation with the outcomes similar to those outlined in 

the previous answer 

• Occasionally a retailer will highlight a potentially incorrect final read has been input to the 

market generating inappropriate market volumes and request a re-settlement of charges. 

In these circumstances our revenue and settlement team leads an investigation to ensure 

the case is investigated and changes have been made where necessary. We then 

undertake an assessment of the settlement impact any data issue may have led to in order 

to seek to agree a re-settlement. We have accepted all re-settlement requests made by 

retailers to date. We are receiving a growing number of requests in relation to data 

mismatch issues in WOC WASC overlap areas. In many cases our data is correct but simply 

does not align with the data input by the WOC. We have recently reviewed a range of cases 

where there was a differential treatment of volumetric adjustments used to replace volumes 

in the market following a meter exchange. We have provisionally agreed to adopt processes 

to reflect the same volume as the WOC and are reviewing opportunities to expand this 

approach to other areas including allowances, registration and de-registration of properties.  

• For any issue highlighted to us we always look to scope and scale the issue to identify if it 

can be fixed as a one-off bulk project rather than on a case by case transactional basis or 

whether we as a company can take proactive action to address issues. At a high level and 

where an issue is escalated beyond a fix for an individual case, we scope the size of the 

issue by examining our entire market data set and if an issue is confirmed treat this as a 

formal data project for resolution. Each project passes through a series of process steps to: 

 Further validate and confirm issues and their underlying causes; 



 

Effective Markets RFI Reply | 31 October 2019  

Confidential | Commercially Sensitive   

 
 

 Page 32 

 Evaluate the impact on the retailer and customers and prioritise for action; 

 Identify options to resolve the issue and consult with retailers on preferred options: and 

 Deliver the agreed approach. 

 

Q12: Please outline and provide evidence on the extent to which you monitor and 
contribute to the work of the Retailer Wholesaler Group (RWG) or other similar 
discussion and action groups. Have you fully implemented published RWG guidance? If 
not, please explain why. 

Our support for the RWG  

 We fully support the work of the RWG in its objectives of collaborating to identify common issues 

and improve practices for the benefit of end customers. 

 We are actively involved in the RWG main group, which helps to prioritise, direct and review 

outputs of the working groups. In addition, we devote significant time to RWG working groups, 

including chairing two of the current groups. 

Our participation in these working groups is as follows; 

• Chair of R-MeX Group 

• Chair of Vacancy Group 

• Member of Policy Group 

• Member of Gap Site Incentive Group 

• Member of Vacancy Incentive Group 

• Member of Eligibility Group 

• Member of Complaints Group 

• Member of Planned/Unplanned Events Group 

Other market discussion and action groups 

 In order to help resolve some of the longstanding issues within the market we were keen to 

assist as much as possible on the recently established MPOP Working Groups. We nominated 

representatives for all these groups and are now members of the Vacancy working group & 

Meter Rejection & Asset Data working group. We are also the wholesaler member of the 

recently established Bilaterals Steering Group.  

 With regard to wider market engagement, we regularly present at the User Forum and contribute 

in the majority of the meetings.  

RWG good practice guides 

 We have proactively been involved with the RWG Good Practice working groups and have 

contributed to the development and introduction of the guides. Internally within our business we 

continue to align wherever possible, although it should be noted that the guides are not always 

structured to detail each specific element of good practice. In all cases we seek to enhance 

customer service and therefore take from the guidance where we can improve, but do not dilute 
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its output could have on the efficient operation and innovative development of market systems. 

Part of the scope of the DSC was to review any opportunities around streamlining and potentially 

centralising the bilateral submission process between Wholesalers and Retailers.  Thames 

Water contributed to this group by providing expertise in system discussions, supported 

submission and review of high-level requirements and providing a wholesaler view on risks and 

issues32. Thames Water have also contributed to the ongoing discussions regarding a 

centralised bilateral solution via the RWG Bilateral Design workshops33. The DSC has since 

been disbanded. 

 Thames Water supports a centralised solution so long as there is enough appetite from 

Retailers.  We recognise that the maturity of the market, cost, governance and whether a 

solution would be mandated should all be considered when defining the problem and potential 

solutions. We reiterated this position in the response to MOSL’s RFI in January 2019, contained 

in our evidence, MOSL RFI 2101201934. All Thames Water responses to questionnaires and 

RFIs for the purpose of formulating the industry view on a centralised solution were reviewed 

and/or notified to the Head of Wholesale Market Services and our Customer Experience 

Director.  

 In response to CPW070, MOSL have launched their Bilateral Programme and in September 

circulated a high-level plan for delivery of a centralised solution. We have aligned to the 

proposed dates and internally, have set up our Thames Water project team sponsored by the 

Head of Wholesale Market Services.  Communication continues to be sent to our Customer 

Experience Director on progress and once further information has been released from the 

MOSL Bilateral Programme we will be submitting our high-level plan and business case to the 

Thames Water Portfolio Board (expected November 2019). All Internal governance for delivery 

of the bilateral solution will be followed including Thames Water Board review when required. 

 Whilst we await further detail from the MOSL Bilateral programme delivery, we have been 

engaging with the lead supplier of a solution used by many industry participants and proactively 

seeking to understand and prepare for the change we will need to make to systems from 

standardised interfaces.  

 In further support of the centralised solution Thames Water successfully applied to hold the 

Wholesaler position on the Industry Bilateral Solution Steering Group, thus showing our 

commitment in the long term to the delivery of the solution. 

Q14: Wholesaler policies: Please set out (and where appropriate provide relevant 

supporting evidence): 

(a) what action you take to help ensure your wholesaler policies (including: i) the charges 

/charging structure; and ii) any SLAs or KPIs; associated with the provision of wholesaler 

services to retailers) are readily accessible and understood by all relevant retailers? 

 Our Wholesale Tariff Document and Wholesale Service Offering, which is regarded as good 

practice by external auditors35, outline the services and charges retailers can expect from us, 

the services levels we aim to provide for each service and details of any policies associated with 

                                                           
32 TMS_AnnexB_Q13_ Bi-laterals industry questionnaire March 2018.xlsx 
33 TMS_AnnexB_Q13_ Digital_Strategy_Committee - Bilaterals design workshop - 8th May 2018.pptx 
34 TMS_AnnexB_Q13_MOSL RFI 21012019.docx 
35 TMS_AnnexB_Q14_TW Market Audit site visit report Final 
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the service and where to obtain copies of the policies. The Wholesale Service Offering and a 

number of our policies are available on our website. 

 https://wholesale.thameswater.co.uk/About-us/Document-library 

 Prior to the opening of the market the Wholesale Service Offering was sent to retailers for 

consultation, and their feedback was reviewed and used to develop subsequent publications. 

Since the opening of the market, we have updated our Wholesale Service Offering and policies 

to provide further clarity and improve services. With each republication, we notify any changes 

to retailers and provide them with copies of the updated documents. We have provided detail 

on these documents at our Retailer Forums and notify all retailers when changes are made. 

 The Wholesale Service Offering also sets out which services have charges. The charges are 

set out in our Wholesale Tariff Document, which we publish as a minimum annually.   

(b) what, if any, unilateral action you have taken since 1st April 2017 to simplify or 

otherwise refine your wholesaler policies to the benefit of retailers? 

 When carrying out any revision we look to simplify language used to make understanding easier 

and provide examples where appropriate.  

Revisions to our policies are included in the table 4 below. 

 We also take feedback from retailers about our policies where our practices differ from those of 

WOCs. An example of this is the use of volumetric adjustments where in overlap regions we 

have aligned our processes for adjusting meter volumes to replicate those of WOCS in order 

to give retailers confidence that wastewater volumes will move identically to water volumes. 

 While more details are given in our response to Q17, we unilaterally amended our credit 

arrangements policy to offer a simple ‘credit floor’ option to all retailers. We were the first 

wholesaler to offer an alternative credit arrangement under Schedule 3 that waived collateral 

requirements for any customer on the first £1m of turnover in our region.   

 The arrangement is designed to maximise benefits for smaller and growing retailers while 

ensuring we continue to meet our non-discrimination obligations.  We entered our first 

agreement with a retailer in December 2017 and are currently in place with 17 of our retailer 

customers. 
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Q15: Charging: Please set out (and where appropriate provide relevant supporting 

evidence): 

 

(a) what - if any - unilateral actions have you taken since 1st April 2017 to simplify your 

wholesaler tariff structure with a view to facilitating retailers' ability to make price and 

service offers to end customers. 

 

 In addition to the Wholesale Contract / Wholesale-Retail Code we publish our Wholesale Tariff 

Document (WTD) and comprehensive Wholesale Service Offering (WSO) 43, which has been 

recognised as industry good practice by external market auditors44.  

 The objectives of these publications are to: 

• explain clearly the details of our services and how we will work with retailers to provide 

these services, including the responsibilities and service levels of both parties 

• clearly set out which services a retailer can order, what to expect from us and how they can 

be ordered 

• clearly define our primary and non-primary charges to retailers 

• explain when tariffs will apply and the level of any such charges 

 We have not acted to simplify our tariff structure to a significant degree since the market opened, 

being aware that any such major changes to tariff structures impacts retailers and would be 

likely to have significant incidence effects for business customers. We have introduced a 

rounding mechanism for our non-primary charges, where we have rounded each tariff down to 

a whole pound for ease of use. We would support an Ofwat led review of NHH tariffs to move 

towards more simplified/aligned tariffs structures across wholesalers, which could help retailers 

in providing simplified or bespoke offers to customer. This review would need to recognise the 

potential impact on retailers and the importance of protecting all customers from significant 

changes in their charges. 

 We have taken unilateral action to help our retailer customers to better understand our tariffs to 

support them in making price and service offers. Alongside our 2018/19 WTD we also produced 

and published a non-household annual charges calculator tool. This simple tool enables 

retailers to match tariff codes from CMOS to the tariffs in our WTD, enabling them to easily 

calculate the charges for customers. This is available on our website with our other documents 

https://wholesale.thameswater.co.uk/About-us/Document-library. 

 

                                                           
39 All versions of the Wholesale Tariff document, along with the latest version of the Wholesale Service Offering 
document, can be found at https://wholesale.thameswater.co.uk/Wholesale-services/Our-charges The latest 
version of the Metering policy and the Ordering Services policy, can be found at 
https://wholesale.thameswater.co.uk/About-us/Document-library . Other versions of these documents are available 
on request. 
40 TMS_AnnexB_Q14_Trade effluent policy v3.2.pdf 
41 TMS_AnnexB_Q14_Non household customer side leakage policy v3.6.pdf 
42  https://wholesale.thameswater.co.uk/-/media/Site-Content/Wholesale/Wholesale-
Uploads/Policies/Disconnections-and-reconnections-policy.pdf  
43 These are both available on our website at https://wholesale.thameswater.co.uk/About-us/Document-library 
44 TMS_AnnexB_Q14_TW Market Audit site visit report Final 
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(b) What is your expected charging policy in respect of vacant sites and premises from 

1 April 2020? How, if at all, has this changed since: i) 1 April 2017; and ii) prior to 1 April 

2017? 

 

 In respect of vacant sites and premises, since 1 April 2017 Thames Water does not charge the 

retailer in respect of eligible premises for any period during which they are classed as 

unoccupied under the provisions of the Wholesale Contract for Wholesale Services, except 

where water consumption is registered by a meter, in which case relevant charges will be 

payable. 

In addition, should Thames Water become aware by means other than reading a meter that 

water is being used at that premises (which includes any usage by way of leakage) all relevant 

charges will be payable on the basis of Thames Water’s reasonable estimate of the water usage 

provided always that Thames Water may, at its absolute discretion, decide not to raise the 

graduated fixed charge applicable.  

 The above has been our charging position since market opening and we review this annually, 

but it is our intention that we will continue to charge on this basis from 1 April 2020. 

 Prior to 1 April 2017 Thames Water did not charge for vacant premises. 

 
Q16: How do you consult or engage with retailers on the following issues (where 

appropriate provide relevant supporting evidence): 

(a) Measuring or gauging the quality of service you provide to retailers? What actions 

have you taken here? 

(b) Maintaining and improving your working relationship with retailers (e.g. do you 

host retailer engagement   days, portfolio meetings, onboarding processes for 

new entrant retailers etc.)? 

(c) Understanding causes for, and improving levels of rejected, deferred or late OPS 

tasks? 

(d) changes or updates to the form or scope of your wholesaler services, the charges 

or charging structure for these, and/or any associated SLAs or KPIs associated 

with the provision of these services? How formal is this consultation? 

 

 We carry out various activities within Thames Water to engage with retailers, both through active 

participation in market groups and more directly with retailers either individually or as a group 

of customers.  The table below identifies the main activities that we carry out to engage directly 

with retailers and indicates which sub-questions each engagement activity addresses. We have 

then provided a summary of the activity and example(s) of how that activity is relevant. 

Questionnaire 

 We value feedback and have carried out questionnaire surveys with our retailers. Attached is 

an example of the questionnaire survey template that we have used45. 

                                                           
45 TMS_AnnexB_Q16_Questionnaire.docx 
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Figure 5: Quadrant exercise 2017 slide 3 of 3 

 

 

We introduced our retailer portal to help 

submission of bilaterals including prepopulated 

fields to reduce rejections. We continue to 

develop and refine the portal and set up a 

specific user group to drive this forward (see 

separate section) 

 

 

 

 

Source: Thames Water 

 A full copy of this slide deck is included showing all of the topics discussed on 11 October 

201847.  

 We have held 3 of these retailer forums since market opening and the following 15 retailers 

have attended at least one; 

• Affinity for Business  

• Business Stream  

• Castle Water  

• Pennon Water Services  

• Regent Water  

• South East Water Choice  

• The Water Retail Company  

• Waterplus 

• Waterscan  

• First Business Water  

• Wave  

• Yu Energy  

• SES Business Water  

• Smarta Water  

• Clear Business Water 

 

                                                           
47 TMS_AnnexB_Q16_Retailer Forum.pdf 
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Figure 7: Retailer Engagement Dashboard 

Source: Thames Water 

Note: Personal information from this example Retailer Engagement Dashboard has been redacted 

 As part of the onboarding process our contracts and accounts management team deal with any 

retailer questions and help them through the process of signing a contract with us.  

They advise the steps to take and what information we will need from them. 

As a retailer, the Wholesale Contract for Wholesale Services is available to them on the basis 

of the services they are licenced to provide.   

Once a retailer has a signed contract with us we will provide them with a new customer pack 

which holds our operating protocols. The account manager will then provide continuous service 

to them throughout the duration of the contract. This service includes; 
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challenges facing retailers and what improvements to services they would like to see 

implemented.  

 Since the market opened, we have made a number of improvements to our service offering and 

charges following feedback from retailers.  The implementation of the Powers of entry to enable 

a meter read service is a recent example of how we have listening to the needs of retailers and 

improved our service offering. Further details of all the changes we have made to improve our 

services since the market opened are set out in our response to Q14.   

Retailer User Group  

 We have set up specific retailer groups to help us gain insights and to look at specific areas of 

the market and our service delivery. An example of a group set up by Thames Water was our 

Retailer User Group. This was created to look at data issues and data initiatives involving our 

systems, as well as seek technical user focused feedback to help future developments and 

enhancements for retailers.  

 A particular focus is our bilaterals portal and our incident portal. We have acted upon feedback 

in these sessions to enhance our offering and improve the service for retailers.  

Comments on this forum include; 

“I personally found the meeting to be extremely constructive; it’s always good to touch base 

and break down barriers where possible. Much to build on”.  

“Thank you for running the session, I found it both insightful and informative. I look forward 

to seeing further development of the portal and subsequent improvements to the customer 

journey”  

R-Mex  

 Retailer Measure of Experience (R-MeX) – Thames Water chairs the Retailer Wholesaler Group 

(RWG) sub-group that is developing a Retailer Measure of Experience (R-MeX) and is 

committed to adopting the R-MeX measure prior to April 2020. We proposed this workstream 

as feedback we had received from retailers indicated that the regular market performance 

measures (Market Performance Standards and Operational Performance Standards) did not 

align well to the aspects of wholesale service that impacted retailers’ experience the most. The 

plan for the group is that the R-MeX measure will be taken forward as a formal code change 

proposal. During its development Thames Water volunteered to take part in a pilot exercise, 

where six retailers completed a pilot R-MeX survey for participating wholesalers. The retailer 

responses contained useful, actionable insight and has stimulated follow up discussions through 

our Account Management team. 

PR19 Research 

 PR19 Retailer research – as well as engaging with non-household customers as part of our 

PR19 research to understand what our customers want, we carried out specific independent 

research with our retailers to understand their priorities. Fourteen out of the 25 retailers invited 

were able to take part, through telephone interviews and questionnaires. Retailer priorities and 

our response is summarised here 
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The key priorities set out were: 

• to better automate the submission and tracking of service requests - following the research 

we have invested in developing and launching a new Thames Water Retailer portal for 

submitting and tracking service requests  

• to improve market data quality – our actions to improve market data are set out in Q10. 

• to make meters easier to read - our actions to reduce long unread meters are set out in Q9. 

The secondary priorities identified by retailers were: 

• being push notified of planned and unplanned events at a SPID level - we have aligned to 

RWG good practice guide for this 

• to advance work on gap sites, vacant premises and water efficiency – we launched a water 

efficiency incentive scheme for retailers to support their work in this area; have included a 

commitment in our PR19 plan to introduce a gap site incentive scheme by April 2020; and 

have also included a performance commitment for vacant premises in our PR19 plan 

• PR19 slide included in retailer forum pack – October  

Figure 8: Three key areas identified as priorities for improvement 

 

 

 

 

 

 

 

 

 

 

 

Source: Thames Water 
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Weekly Operational Calls  

 Thames Water values our relationship with our retailers. We believe that good communication 

is central to getting to the best resolution of issues or to agree direction. With this in mind we 

arrange regular catch-ups with retailers on specific operational issues, for example;  

 Long Unread Meters - we have a dedicated lead coordinating our project related to long unread 

meters within our area. We are currently developing an information pack with retailers to provide 

a project overview of progress that we are making. This pack is used on a scheduled weekly 

call with the specific retailer and a complete action log of the meeting is captured as well. 

 Vacant Premises - Similar to above we have a process lead focused on looking at vacancy 

within the marketplace and how we can work with retailers to reduce the number of vacant 

premises wherever possible. We have established a process for dealing with these premises. 

We conduct weekly calls with retailers to ensure they are fully aware of activities undertaken 

and to encourage timely updating of flags within the market.  

Table 7: Example of weekly overview 

  

 

This is an example of the 

weekly overview shared with 

the specific retailer. 

  

 

 

 

Source: Thames Water 

 
 
Q17: Concerning credit and payment terms, do you offer: 

(a) alternative credit arrangements under Schedule 3 of the Business Terms of the 

Wholesale-Retail Code? If you have, what have you agreed and why? If not, or if you have 

refused a request for Schedule 3 terms, why not / why refused? 

 We were the first wholesaler to offer an alternative credit arrangement under Schedule 3 that 

waived collateral requirements for any customer on the first £1m of turnover in our region.   

 The arrangement is designed to maximise benefits for smaller and growing retailers while 

ensuring we continue to meet our non-discrimination obligations.  We entered our first 

agreement with a retailer in December 2017 and are currently in place with 17 of our retailer 

customers. 

 Our approach to alternative credit is framed by a number of key principles: 
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• We want to support a vibrant market, including supporting small and growing retailers and 

are open to initiatives which maximise impact for these trading parties 

• Any agreement entered into must be available to all qualifying parties. We ensure this is 

available to all of our 27 retail customers 

• We are more willing to enter alternative arrangements where retailers can objectively 

demonstrate a reduction in their default risk. This is line with the findings set out in the 

review of credit arrangements in the market carried out in June 2018 by KMPG on behalf 

of Ofwat48. KPMG found that the current market arrangements allow a larger proportion of 

unsecured credit cover than other markets and since 2018 arrangements have already 

improved for many retailers as result of further alternative arrangements and emerging and 

implemented code changes  

 At the time of writing we have been approached with 3 retailer led options: 

• An approach based on insurance was rejected as the mechanism was unclear and 

unworkable. We did, however, propose and support changes to the market codes to 

establish an unsecured credit allowance for retailers with insurance on the basis retailers 

taking out insurance against customer default had clearly lowered their risk 

• We are currently considering two further approaches from self-supply retailers and have 

not yet concluded this analysis  

(b) alternative payment arrangements, under Section 9.2.4 and Schedule 3A of the 

Business Terms of the Wholesale-Retail Code Please describe. If not, why not? 

 We have not had any requests for an alternative payment arrangement to date.     

(c) tailored offerings under (a) or (b) above to reflect specific characteristics of retailers 

(for example, self-supply retailers)? If not, please explain why this is the case. 

 

 As set out in (a) above, we maintain the principle that any such alternative offerings should be 

available to all retailers whilst recognising not all retailers may want to take up any one offer. 

We are currently considering two alternative proposals from self-supply retailers and have not 

yet concluded this analysis. 

 

Q18: There is currently a gap in the protections available to customers under the 

Alternative Dispute Resolution (ADR) provisions insofar as non-household customers 

cannot get a remedy which is binding on the wholesaler. What, if any, unilateral actions 

have you taken to address the ADR gap in relation to compensation from wholesalers? 

 Thames Water recognises that the current provisions lack the appropriate balance between 

Retailers and Wholesalers in Alternative Dispute Resolution (ADR). In light of this, Thames 

Water has continued to accept ADR applications which relate to a non-household customer.  

 Our Wholesale Service Offering sets out the detail of the processes followed if our Thames 

Water complaint process has been exhausted and the customer remains dissatisfied. This 

                                                           
48 Ofwat Review of credit arrangements for the non-household retail market KPMG June 2018 
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process includes an agreement from Thames Water that we will continue to work collaboratively 

with the Retailer, Consumer Council for Water (CCWater) and the end customer to address the 

escalation. 

Excerpt from 2019-2020 Thames Water Wholesale Service Offering to Retailers. 

“Consumer Council for Water complaints and Water Redress Scheme  

As set out in the Wholesale Contract/Wholesale-Retail Code you will need to provide your 

non-household customers with information about how to escalate their complaint if they 

remain dissatisfied. This should include contact details for your appointed Redress Scheme 

provider and the Consumer Council for Water. If we are contacted by the Consumer Council 

for Water or your Redress Scheme provider or our Water Redress Scheme provider 

regarding a complaint made by a non-household customer, depending on the nature of the 

complaint, as described above, we will either:  

• where this relates to a wholesaler matter, work with the non-household customer and, 

where relevant, the Consumer Council for Water and Water Redress Scheme provider to 

address the complaint or dispute; or,  

• forward the correspondence to you and notify the Consumer Council for Water or Water 

Redress Scheme provider that the complaint or dispute relates to retailer matters and that 

you will be dealing with it  

• in all cases we will look to work with you collaboratively to address the complaint or dispute” 

 Since April 2017, we have received eight applications via the ADR process. We will continue to 

accept these applications when the customer has followed the relevant process and has not 

been satisfied with the outcome from the CCWater investigation. Of these eight cases, we 

offered compensation on four occasions and three of these offers were accepted by the 

customer. 

 Thames Water continues to be an active contributor to the RWG complaints working group with 

Retailers, Wholesalers and CCWater representatives who are addressing this issue and looking 

to propose changes to formalise the role of wholesalers where necessary.  

 
Q19: In 2018/19, how many requests did you receive from, and how many separate 

payments did you make to, retailers under the Guaranteed Standards Scheme? How 

many, if any, of the requests were subject to dispute between you and the relevant 

retailer(s)? How many, if any, of the payments made were subject to dispute between you 

and the relevant retailer(s)? 

 The nature of our process means that we proactively identify where GSS payments are due to 

customers, and as a result we receive only one or two GSS enquiries from retailers each quarter.  

 Since market opening, we have made proactive payments to retailers, often daily, for any 

payments due to their customers as a result of our GSS failures. These payments are 

accompanied by supporting information in relation to the nature of the failure, the value of 

payment due per SPID and other supporting information necessary for the retailer to credit their 

customer. As part of our process, we automatically assess the timing of our actions both to 





 

Effective Markets RFI Reply | 31 October 2019  

Confidential | Commercially Sensitive   

 
 

 Page 52 

 Annex C: Market for Developer Services 

Q1: Please explain how your developer services teams manage their competition law 

obligations in delivering services to developers, New Appointments and Variations 

(NAVs) and self-lay providers (SLPs) and in-house operations? 

 Our teams recognise how important it is to operate within the market for developer services in 

such a way as to protect customers and promote positive outcomes for all market participants. 

They understand their obligations to other parties and potential entrants to the market, grounded 

in a strong understanding of competition law. We deliver annual competition training49 with our 

Legal department to customer facing staff and last year we launched an e-learning competition 

training course50 so that all our people in Developer Services can refresh their understanding of 

this area annually.  

 

 Our Legal department provide reference materials that are listed at the end of the training and 

consist of a competition compliance factsheet51, manual52 and policy53 respectively. We rely on 

our contractors for delivery of many aspects of developer services work and as such, we 

communicated key competition messages to each of our regions. We have also created an 

Alliance Compliance Policy 54, to re-enforce the high ethical standards we expect from our own 

people as well as our contractors. 

 

 We monitor that all our people complete the required competition training. We also involve our 

Legal team in any substantial changes, for example new connections charging, to ensure we 

are compliant with competition law. 

 

 Over the past few years, we have implemented numerous improvements to our self-lay process 

to ensure that our customers are fully aware of all the options that are available to them. We 

have updated all our marketing literature and website, as well as customer communications 

such as our quote template to explain the choices available to our customers55.  

 

 Our Developer Services website gives customers developing a large site the choice of “Using a 

self-lay provider” 56 and “Using a NAV” 57. Our website also explains the self-lay option to 

developers58 .  

 

                                                           
49 TMS_AnnexC_Q1_Appendix 5a_Face to face competition training for DS Nov 2018.pdf 
50 TMS_AnnexC_Q1_Appendix 5b_TW E-learning competition training 2019 screenshots.pdf 
51 TMS_AnnexC_Q1_Appendix 5c_Competition Compliance Factsheet (2018-19).pdf 
52 TMS_AnnexC_Q1_Appendix 5d_Competition Compliance Manual 2018-19.pdf 
53 TMS_AnnexC_Q1_Appendix 5e_Competition Compliance Policy.pdf 
54 TMS_AnnexC_Q1_Appendix 5g_Alliance Partner Compliance Policy.pdf 
55  https://developers.thameswater.co.uk/-/media/Site-Content/Developer-Services/Your-Water-Connection-
Choices-new.pdf?la=en 
56 https://developers.thameswater.co.uk/Developing-a-large-site  
57 https://developers.thameswater.co.uk/Developing-a-large-site/Using-a-NAV 
58 https://developers.thameswater.co.uk/Developing-a-large-site/Using-a-self-lay-provider 
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 We also provide a quote template59 that is sent to our customers explaining the choices that are 

available to them, even after we have quoted to deliver work as a requisition. 

 

 Our new connections charging arrangements60, published on our website, are presented in a 

clear and accessible manner distinguishing throughout between our contestable and non-

contestable charges. We received positive feedback from various stakeholders including 

recognition from Ofwat in its January 2019 report61, who said “The new connections charging 

arrangements were particularly well laid out and accessible. They included clear explanations 

of what work was needed at each stage, and the charges that applied. Clear, helpful diagrams 

were also included. A number of worked examples were provided, which were clear and helpful 

and supported the main document.” 

 

 We have built up a dedicated self-lay team who work closely with SLPs to improve the service 

that we jointly provide to our developers and promote competition where possible. For example, 

we make more services contestable than other appointees do, by allowing SLPs with the right 

accreditation to connect pipes under pressure to existing assets in certain circumstances.  

 

 Relationships with NAVs are managed within our Wholesale Market Services (WMS) team.  

They manage the end to end relationship with NAVs from initial application to appointment and 

ongoing contract management.  During the application process, WMS ask our Developer 

Services team to provide network information and to plan any necessary bulk connections.  We 

are aware that NAVs are competing with Thames Water (and SLPs) to win work from developers 

and this separation ensures information and applications are handled confidentially and in a 

compliant manner. 

 

 We set stretching service levels for all our customers and strive to meet them (although we 

recognise that we do not always get it right). Looking at our Water UK level of service, almost 

98% of measured customer interactions are delivered on time.  See response to Annex C - Q13 

for more detailed analysis of service levels for NAVs and SLPs. 

 

 If any competition concerns are brought to our attention, we will investigate immediately. We 

are aware that some allegations were referred to Ofwat via an anonymous whistle-blower in late 

2018; we followed due process in investigating these and responded to Ofwat in February 2019. 

 
  

                                                           
59 TMS_AnnexC_Q1_Appendix 3_Quote letter template.pdf 
60  https://developers.thameswater.co.uk/-/media/Site-Content/Thames-Water/Help-and-Advice/Helpful-
literature/Charges-and-tariffs/Charging-arrangements-2019.pdf?la=en  
61 Company monitoring framework: 2018 assessment Individual company report Thames Water, page 5 
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competition is not a specific objective of D-MeX, but feel that it will help extend the trust of all 

parties.  

 

 We have been an active lead at Water UK when discussing amendments and improvements to 

levels of service to support the quantitative metric. We presented our views at the Water UK 

Developer Day on 21 October 2019 63. 

 

 We are keen to ensure that D-MeX represents the views and experiences of all customer 

groups.  The current methodology for qualitative surveys means that > 90% of the surveys relate 

to homeowners and small builders, with <2% coming from NAVs and SLPs.  Now that there is 

no relationship survey to capture the voices of SLPs, NAVs and large developers, it is crucial 

that greater weighting is placed upon quantitative metrics, and an appropriate basket selected 

which give more weight to these groups.  

 

 We have provided feedback to Ofwat within our Draft Determination response and where 

requested to Ofwat’s agents our views on how this issue can be mitigated. We look forward to 

seeing the final proposals as part of the Final Determination. 

Water UK NAVs working group 

 We welcome the new performance metrics being proposed by Water UK for NAVs and have 

been feeding our responses to the Water UK NAV project group64. We believe this a step 

forward within the NAV market as it will enable a more competitive environment across the wider 

connections market with measured SLAs.  It is likely to make processes more efficient between 

both NAVs and Incumbents due to clarification of information provision, and industry standard 

bulk agreements.  We fully support the work being done here. 

New connections charging 

 We have extensively engaged with stakeholders on the proposed changes to new connections 

charging. We have been signposting at events such as our Developer Day in February 2019 

that changes are coming. After the new charging 2020 rules were published, we ran a workshop 

with developers, SLPs and NAVs to discuss what changes meant in our region and seek early 

input from them on topics that were later included in our formal consultation.  

Other 

 In the past year, we have been sharing best practice with our peers (Southern Water and 

Yorkshire Water).  

 

                                                           
63 TMS_AnnexC_Q2_Appendix 4_D-MeX presentation at Ofwat Water UK Developer Day 21 Oct 2019.pdf 
64 TMS_AnnexC_Q2_Appendix 3_TW response to behavioural improvements project recommendations report.pdf 
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 In May 2019, we presented at Utility Week live, specifically around “Serving new developments”. 

This involved sharing a platform with Home Builders Federation (HBF), Fair Water Connections 

(FWC) and Ofwat 65. 

 
(c) Specific pro-active engagement with our customers 

 

 At our annual Developer Day in February 2019, we brought together Developers, SLPs and 

NAVs to ensure that everyone heard the key messages that we wanted to deliver over the 

coming changes in the connections market and how they will be delivered in our area, we also 

facilitated breakouts for SLPs and NAVs to network with developers. This was well-received by 

all our customers, as shown in the slido poll results66.  

 

 We engage with our different customer groups in numerous ways that are detailed in our answer 

to Annex C - Q12 below and often, go further than our regulatory obligations. For example, for 

Water Code for Adoption, we ran a workshop67 in November 2018 with SLPs to walk through all 

proposed changes along with process maps to ensure our SLPs fully understood how the 

proposals would apply in the Thames Water region to help them feedback on the Water UK 

consultation.  

 

 We regularly engage with our large developers, SLPs and NAVs through monthly newsletters, 

annual forums and workshops to keep them informed, consult on proposed changes and 

provide feedback so we can continually improve our service. We invite Ofwat and industry 

representatives from HBF and from FWC to these events. Feedback from these events has 

been very positive.  

 

 Industry representatives and our peers have commented on the “seismic” improvements in 

communication and positive turnaround we have achieved68.  

 

 We run a quarterly Developer Scrutiny Panel which is a valuable sounding board for ideas and 

change; provides useful developer insight and feedback; and helps disseminate information to 

the wider developer community. This panel comprises standing members representing a cross-

section of large developers and guest attendees who have nominated themselves to attend 

occasionally. The outputs of these meetings are shared with all subscribers to our developer 

newsletter. 

 

 For our large developers, we offer monthly “Ask the expert” sessions to help resolve their 

complex design and technical queries about a specific site.  

 

 In parallel, we offer NAV specific site project meetings to understand more about their 

development and requirements pre and post bulk agreement to ensure we are best positioned 

                                                           
65 TMS_AnnexC_Q2_Appendix 2_Improving the developer experience presentation, Utility Week Live May19.pdf 
66 TMS_AnnexC_Q12_ Appendix 02b - Slido poll results Developer Day 7 Feb 2019.pdf 
67 TMS_AnnexC_Q2_Appendix 1_Code of Adoption (Sewerage) presentation, Water UK, Nov 2018.pdf 
68 TMS_AnnexC_Q2_Appendix 5 Positive feedback on TW Developer Services.pdf 
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to serve them and offer them our expertise. These involve members of Developer Services 

along with the Wholesale Market Services NAV team.  

 

 Our response to Annex C - Q12 highlights the extensive engagement we have with the different 

segments of our customer base. 

 
(d) Future Engagement 
 

 As we move into the next Price Review period, we will be reviewing our engagement levels and 

will aim to maximise our efforts with our available resources.  

 

 Our current forward plan is outlined below: 

• Developer Scrutiny Panel – 30 October 2019, January 2020, then intend to run quarterly 

thereafter but dates are not yet set 

• Ask the expert – intend to run monthly for the rest of the year 

• Developer newsletter – intend to send quarterly for the rest of the year 

• Developer Day – planned for February 2020 

• Self-lay newsletter - intend to send quarterly for the rest of the year 

• Self-lay forum – ran recently, and participants were keen this continues as an annual event 

to run next year 

• NAV day – 6 November 2019 

 
Q3. To enable a better understanding of the market, at a high level please describe the 
following points. Note that no supporting data is required to be submitted for this 
question, if it is not easily obtainable:  
(a) What is the breakdown in size of developments you are seeing each year (e.g. of 

new connections, the % of single properties, % small developments <20 properties, % 

medium >20 and <100 properties, % of large developments >100 properties?  

 In 2018/19 we and SLPs connected 36,861 properties across 5,090 new developments.  
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• 32 different SLPs have undertaken work in our area over the last three years 

• 19 of these have made connections in the last 12 months 

 

(b) What services do SLPs tend to provide (e.g. do they do the design themselves; are 
they multi-utility or water only)?  
 

• Out of the 32 SLPs that operated in our area in the last three years, 27 are multi-utility 

providers and 5 are water only 

• Until September 2019 when we received our first Self Lay design to review, SLPs have not 

undertaken their own design work in our area  

• All 32 SLPs provide main laying services and 5 hold all Water Industry Registration Scheme 

(WIRS) accreditations, enabling them to make under-pressure connections off our existing 

network 

 
(c) Do they tend to compete for a particular size or type of development? Please describe 
the size/type of development.  
 

• The typical size of development that SLPs work on in our area is on average residential 

developments of 100 plots 

• SLPs typically lay around 500 metres of onsite main per development 

• 65% of sites that SLPs work on in our area are greenfield sites 

• 90% of the work that SLPs undertake in our area is in the Thames Valley area and 10% is 

undertaken in London 

 
Q5. Please note any other aspects of the market that are helpful context for your area.  
 

 A characteristic of Thames Water’s region is that we have a disproportionately large number of 

properties connected each year which are internal flats within larger apartment buildings. 

 In 2018/9 there were 36,861 properties connected in Thames Region (8,413 by SLPs and 

28,448 by Thames directly). During AMP6, an average 19,500 new properties per annum were 

those with internal meters in buildings with a single bulk connection.  Even though this is a 

contestable market segment, it would appear that no SLPs are willing to compete.  Instead, they 

appear to be interested in schemes where large lengths of mains are installed and asset 

payments made. The upcoming changes in charging rules may change this however, as the 

income offset becomes attached to the Infrastructure charge rather than the length of mains 

laid. Hence this market may become more commercially attractive to SLPs.  

 In Annex C - Q2 we highlighted the market share based upon the number of properties which 

are connected by self–lay providers (in 2018/19 it was 22.8%). This figure includes all these 

internal properties where the SLPs do not currently compete. Therefore, it may be instructive to 

consider market shares for those markets where SLPs do want to compete. For example, if we 
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(b) What changes have you made to your charging arrangements since the letter?  

 

 We have not made any changes to our charging arrangements since the Emma Kelso letter 

dated 29 April 2019. Our 2019-20 charging arrangements for new connections services were 

published on 1 February 201973 and are valid for the year from 1 April 2019 to 31 March 2020. 

Given the review in (a) above, we felt there were no grounds to affect any mid-year revisions to 

our charging arrangements. 

 

(c) What changes are you planning to make, and what are the timings for the 
implementation of change?  
 

 We are planning to make the following changes to our Charging Arrangements from 1 April 

2020:  

 

• Separate application and design costs from connection and pipelaying charges and 

introduce separate non-refundable fees for mains and service connections 

• Introduce a mains design checking fee for those customers who wish to provide their own 

mains designs 

• Apply income offset to water infrastructure and network charges instead of against mains 

and sewer requisitions   

• Discontinue all asset payments 

• Improve the clarity of our wording in the charging arrangements about what is included in 

the quoted fees, especially for the ancillary charges   

 

 More specifically, following workshops with our customers, we developed proposals and 

appointed an independent agency to capture feedback from across our customer types about 

whether they agreed or disagreed with these proposals: 

 

                                                           
73 https://developers.thameswater.co.uk/-/media/Site-Content/Thames-Water/Help-and-Advice/Helpful-
literature/Charges-and-tariffs/Charging-arrangements-2019.pdf?la=en  
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• Continuing with flat-rate infrastructure charges but harmonise payment options so that all 

customers can choose to pay in advance or when connection is made  

• Applying a flat-rate income offset to all new connections and for that to be applied at the 

same time the infrastructure charges are paid 

• Discontinuing income offset on sewer requisitions  

• Introducing a flat rate mains application fee and banded rates for design fees according to 

the number of properties 

• Our intention to publish plans in December ahead of new charges being published on 1 

February 

• Honouring all quotes issued pre-April 2020 under 2019/20 charging rules as long as they 

are accepted within their validity period, work commences within 12 months of acceptance 

and there are subsequently no major variations to the scheme design 

 

 Most respondents agreed with our proposals, but we are currently taking the opportunity to 

reconsider our approach in certain areas to address specific concerns. These include: 

 

• Whether to introduce an interim income offset approach for schemes with significant 

negative impact as a handling strategy for customer who would be significantly worse off 

under the new rules, this would only be for a limited period 

• Improving communication as to why income offset will not be offered on waste only 

schemes 

• Whether transition arrangements will consider application received date rather than quote 

issued date 

Engagement Approach 

 We are following a similar rigorous and consultative approach for setting our new connection 

charges 2020 as in previous years, as this received positive feedback from various 

stakeholders, including Ofwat in its January 2019 Company Monitoring Framework report.74 

 

                                                           
74 Company Monitoring Framework 2018 assessment individual company report – Thames Water page 5 



 

Effective Markets RFI Reply | 31 October 2019  

Confidential | Commercially Sensitive   

 
 

 Page 63 

The picture below shows our customer engagement plan: 

• We held a charging workshop75 in June 2019 for developers, self-lay providers, NAVs and 

Ofwat which received very positive feedback from all attendees  

• We held a Developer Scrutiny Panel76 in July 2019 to share our latest thinking on proposed 

charges  

• A formal, independent consultation77 was run in September 2019  

• We are running engagement events in October/November 2019 with developers, SLPs, 

NAVs ahead of publishing our charges in February 2020 – Developer Scrutiny Panel on 30 

October 2019 and NAV day on 6 November 2019  

• Post publication of our 2020-21 charges, we will hold a Developer Day in February 2020 

where we will share these charges 

 

Figure 9 Customer Engagement plan 

 

Source: TMS_AnnexC_Q12_10a - Self-lay forum 25 Sept 2019 slides.pdf Slide 47  

 

Q7. Please explain how your charges reflect costs:  
(a) How did you calculate the charges? What were your data inputs?  

 

 We have two key approaches to charges. For some Requisitions, which fall into Special 

Circumstances (these are detailed in Chapter 14 of our charging arrangement document78)  and 

                                                           
75 TMS_AnnexC_Q12_ Appendix 08 - DS 2020 connection charges workshop 13 June 2019 slides inc minutes.pdf 
76 TMS_AnnexC_Q12_ Appendix 03a - Developer Scrutiny Panel 10 July 2019 slides including minutes.pdf 
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Diversions, we charge at actual cost.  We will provide an estimate to the customers and will 

reconcile this to actual cost once a final account with our contractors has been agreed. We use 

the same approach for our waste charges. 

 Our second approach is for all other water charges, where we use historic data from our 

contractors to construct a schedule of rates based on each element of activity required to 

construct each job.  These elements include surface type, number and size of joints and 

manifolds, dig methods and other factors. We also make assumptions about the likely mix of 

work to complete a job. These assumptions are reviewed and approved by management. 

Finally, we also make assumptions about the average traffic management cost likely to be 

needed for the job, which would be difficult for customers to determine (we deal with 57 Highway 

Authorities across our region). 

 We then turn these rates and assumptions into a suite of published Fixed Tariffs.   

 Our direct internal costs associated with Developer Services are recovered through our tariffs 

by applying a multiplier to the external cost where applicable.  As per previous Ofwat guidance 

(Independent review of S45 administration fee and overhead cost on behalf of the Water 

Services Regulation Authority Ofwat, April 2014) wider company on-costs are currently 

excluded from our Tariffs. 

 Cost, work mix and assumptions are updated annually. 

 

(b) For requisition charges and infrastructure charges (and other charges if applicable), 
explain what you consider to be relevant drivers of costs and how these have been 
used to determine relevant charges.  

 Requisitions charges are based on the costs as explained in response to part (a). However, the 

Discounted Aggregate Deficit (DAD) model is used (up until April 2020) to apply an income 

offset or asset payment to reduce the Fixed Charge payable by the customer. Network 

Reinforcement costs are excluded from the calculation of requisition charges.  Requisition costs 

are therefore limited to the site-specific costs to serve the new development. 

 The key drivers of cost are surface type and pipe diameter, which drive different cost bandings 

in our Schedule of Rates with our contractors (and tariffs to our customers). The size of 

development is not a consideration on how we incur costs under this contract. 

 Traffic management costs also impact the costs of a requisition but since these are not easy to 

predict for an individual, we do not use these as a driver of requisition costs but instead recover 

over all jobs which have a surface type of in the road. 

 For infrastructure charges, the forecast level of network reinforcement costs over each 5-year 

period are the driver of costs. We estimate these for water and waste and divide by the forecast 

number of connections for water and waste to calculate the infrastructure charges. 

 

                                                           
77 TMS_AnnexC_Q12_ Appendix 07 - DS 2020 Charging Arrangements - independent consultation.pdf 
78https://developers.thameswater.co.uk/-/media/Site-Content/Thames-Water/Help-and-Advice/Helpful-
literature/Charges-and-tariffs/Charging-arrangements-2019.pdf?la=en  
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(c) Do cost drivers vary across your region? If so, how are, or will, these differences be 
reflected in charges?  
 

 Costs do vary across our region.  Our schedule of rates contract is split into 3 areas North 

London, South London and Thames Valley, each with its own set of rates. 

 Traffic management costs also vary across these 3 areas based upon how they are levied by 

each of the 57 different Highway Authorities.  

 However, we do not and do not intend to apply different prices in each of our regions to reflect 

these different regional costs.  The factors that drive differences are not easy for individual 

customers to predict, and therefore we believe are against the general charging principles set 

out in the Charging rules for New Connections published by Ofwat in August 2017 and updated 

annually since.  Instead, we apply a single set of Fixed Tariffs to our entire area, which are 

derived by blending the work mix and rates for each area.  

 This approach is supported by feedback through our consultations for 2018-19 and 2020-21 

new charging where customers do not want us to make our tariffs more complicated.  

Q8. Where you rely on contractor rates to determine cost, please provide more 
information about those rates:  
(a) How are costs structured or formulated (e.g. are they based on a schedule of rates)?  
 

 We have a schedule of rates for our Clean connections activity based on activity performed, 

surface type and pipe diameter. For our Waste activity and large complex jobs, we pay our 

contractors on actual cost basis. 

(b) What services do contractor rates apply to?  
 

 Service Connections, and simple Mains Requisitions and Diversions are carried out under the 

schedule of rates. The larger more complex Mains Requisitions, Water Diversions and all Waste 

jobs are paid on an actual cost basis.  

 
(c) What assurance can you provide that these rates are cost reflective? Please provide 
supporting documentation.  
 

 The Schedule of Rates contract has a ratchet mechanism where our contractors must provide 

us with their annual Actual cost ledgers which are reviewed, assessed and adjusted for any 

disallowed costs, this is then compared to the costs recovered through the schedule of rates.  If 

there is a variance greater than the contracted tolerance, this automatically generates a change 

(ratchet %) to true-up the schedule of rates to reflect the actual cost.  This is applied to the rates 

for the following year.  The ratchet can be a cost increase or decrease and is subject to inflation. 

This ensures our costs remain reflective and that our contractors do not make excessive profits 

at the expense of developers. 

 

 Activities not covered by the schedule of rates are paid on an actual cost basis and our 

contractors must provide their ledger data to support the costs.  For wastewater tariffs the final 

account agreed with our contractors is used in the future tariff calculations.  The volume of 

wastewater jobs is very small and so these tariffs may fluctuate significantly year to year based 

upon the parameters of the historical jobs completed.  We consulted in 2018 on this approach 
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to pricing wastewater jobs and our customers confirmed they would rather have a fixed price 

which could fluctuate than deviate from the charging rules and price each job on application. 

 

 Our Tariff models were reviewed by KPMG for the 2018-19 year to ensure compliance with the 

new charging rules. This was conducted in parallel with a review by our Legal team to assure 

that we had interpreted the new rules correctly.  For 2019-20, the models were not changed, 

but the costs were updated, and Thames Water internal audit carried out assurance on the 

Tariff’s and Legal assurance was provided for any changes to the charging arrangements 

document. Our assurance statements for our 2018-1979 and 2019-2080 new connection charging 

arrangements respectively are published on our Developer Services website. 

Q9. Do you have any of the following instances:  
 
(a) Do you have any similar services for which you levy a charge on one customer type 
(developer, NAV, SLP, etc.) and not another? If so, please describe the service and the 
reason for the difference.  

 

 Our New Connections tariffs charge per activity and do not differentiate between customer 

types.  We are breaking down some activities to a lower level of detail for 2020-21 Tariffs to 

reflect where different customer types might require a slightly different activity/service e.g. 

choice on a Main requisition to do their own design and pay a checking only fee rather than the 

full design fee which was previously included in our requisition charge. 

 We have experimented with offering free utilities maps provided through our Property Searches 

companies to SLPs to try and encourage take up of final connection activities by SLPs. There 

have been three requests so far this year.  We do not do this for NAVs and Developers. 

Developers pay for this service and for NAVs we provide a screenshot which is a different 

format. This is under review and given the low take up we may withdraw this service. 

 

(b) What charges do you levy on SLPs, NAVs (directly, through a developer, or through 
a third party) or developers, that are not published in your charging arrangements, 
charges scheme, or bulk charges (for NAVs)? Please explain the activities to which they 
relate, and the circumstances in which they apply.  
 

 The following charges are not currently included in our New Connections charging 

arrangements: 

                                                           
79 https://developers.thameswater.co.uk/-/media/Site-Content/Developer-Services/New-connections-

charging/Charging-Arrangements-Board-Assurance.pdf?la=en 
80 https://developers.thameswater.co.uk/-/media/Site-Content/Thames-Water/Help-and-Advice/Helpful-

literature/Charges-and-tariffs/Statement-of-assurance-2019.pdf?la=en 
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• Consent fee to connect to our Sewers - when the customer wishes to make a connection 

to our sewers, but the connection is not carried out by Thames Water 

• Consent fee to Build-over our Sewers – when the customer wishes to build over our sewer, 

and the work carried out is not delivered by Thames Water e.g. a property extension 

• S102 adoption of existing assets – when a customer asks is to adopt an older asset  

The prices for the 3 services above are published on our website in the following location 
https://developers.thameswater.co.uk/Developing-a-large-site/Apply-and-pay-for-
services/Wastewater-services. 

 S116 abandonment of an old Sewer - these are usually identified when a customer applies for 

a Diversion and we identify that the asset is not in use.  There are very rare and historically the 

price is not published.  The current fee charge for this is £500, this has not been reviewed for a 

few years but we are doing a full review this year to ensure all of our ancillary charges are truly 

cost reflective. 

 The below activities are charged for on a time and materials basis (actual cost) so the prices 

are not published: 

• Impact Assessments - when a developer is planning on working near our assets and we 

need to evaluate the potential risk to us 

• Studies, Flow monitoring and odour assessments - when a customer requests these 

activities to assist their pre planning activities 

• Consultancy – ad-hoc requests by customers for our expertise (non-regulated activity)  

Note, we will include all the above charges as an additional appendix to our New Connections 

charging arrangements 2020-21, to make it easier for our customers to view all our charges in 

one place. 

 

Q10. When agreeing a bulk service agreement with a NAV do you:  

(a) Publish a standard agreement; or  

(b) Provide bespoke agreements for each new site?  
 

 All Thames Water bulk service agreements with NAVs follow a standard format.  There are two 

parts to each agreement.  

 The first part is determined by the type of bulk service being provided (Water, Waste Water 

within Thames Water region or Waste water within another water company’s supply area) and 

the type of collateral agreed with the NAV.  This gives six possible variants which we have 

provided specimen examples of: 
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(b) Please indicate which SLP and NAV activities are covered by which teams, and 
whether those teams cover equivalent activities (if applicable) when the developer is 
the customer.  

Water example 

 The overall journey for a new water main can be summarised into stages as shown by the 

picture below, some of these stages might though not be relevant for all our customer types. 

Table 18: New water main journey 

 
Source: Slide 26 from AnnexC_Q12_Appendix 11, Code of Adoptions workshop, 20 Nov 2018 

 The table below provides more detail regarding the different activities in each stage for the 

developer, SLP and NAV journey and which teams are involved.  

 Many of the activities will be done by the same team for all customer types e.g.DS - Mains 

Design.  

 For the NAV, WMS – NAV team will be the initial point of contact but then some work will transfer 

to DS teams as per the table below. 

 Other teams within TW will also support the process such as Asset Management, Network 

Optimisation, Water Quality and Retail.  

 The DS – Delivery team consists of Service Delivery who liaise with our contractors. 

 The table below shows the current processes. These are likely to change from April 2020 with 

the New Charging arrangements and Code for Adoptions amendments, which are discussed in 

the responses to other questions. We will also be offering the option for SLP to do the design. 

 Whilst the services are similar as commented in the table below, the service levels to the 

different customer groups can differ, which is explained in more detail in the response to Q13. 
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Table 19: Different customer journeys for a new water mains connection 

 
Source: TW internal analysis 
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Q12. Please provide a description of your approach to engaging with developers, SLPs 
and NAVs over the last year, including:  
 
(a) the groups that you have engaged with, the form of engagement and how the 
engagement was communicated to potentially interested stakeholders;  

(b) the topics covered by the engagement (e.g. whether it included information about 
the proposed levels of charges for the upcoming charging year); and  

(c) the process by which contributions from stakeholders are taken into consideration 
and progress is communicated back to stakeholders.  

(d) Please provide supporting evidence, including emails issued, agendas used, papers 
or consultations prepared. 
 

Figure 10: We have a mix of customer segments with different needs, as the picture below 
shows, and distinct preferences of how we engage with them.  

 

Source: TMS_AnnexC_Q2_Appendix2_Improving the developer experience presentation, Utility Week Live 22 May 2019.pdf 

(Slide 4)  

 

 We have a mix of customer segments and we tailor our engagement activities in order to meet 

their needs and preferences. We have therefore, set out our response below for each customer 

segment in turn. Each covers the four requested elements in respect of our engagement 

activities over the last year.   

 As we move into the new Price Review period, we are currently reviewing our levels of 

engagement and will look to maximise our efforts with available resources. 

(i) Small-scale customers 

 On the small-scale, we deal with homeowners who tend to do one-off transactions with us (either 

clean connection or build-over agreement) and they are price sensitive. Small builders might 

contact us regularly and want us to respond quickly and be easy to deal with. Both will use our 

website to access information and applications and ring the helpdesk for any queries or progress 

updates. 
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(ii) Large-scale customers 

 On the large-scale, we deal with major homebuilders as well as engineering consultants, land 

promoters or major construction companies. They need engagement with us early in the 

process when pulling together their development plans and may need technical advice. Time is 

a key factor for them.  

Customer Relationship Managers 

 Any large developer that wants additional support is able to access a Customer Relationship 

Manager (CRM) to help guide them through our processes, resolve technical queries at pre-

planning and resolve on-site issues at construction, as well as keep them informed of any 

changes. We account manage a large number of developers and consultants81. 

 

 Large developers will utilise the website to access applications but as their issues tend to be 

more complex, will contact their CRM rather than contact the helpdesk. 

Developer newsletter 

 Many large developers subscribe to our monthly developer newsletter. We saw the number of 

subscribers drop following the introduction of GDPR as customers are now required to positively 

“opt in” to receive these communications. We remind customers at events how to subscribe to 

the newsletter if they are interested. Following feedback from a NAV at the New Connection 

Charging workshop in June 2019 (see below), we now share these developer newsletters with 

the NAV account team so that applicable communications can be shared with our NAV 

customers. 

 

                                                           
81  
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Table 22: Feedback from a NAV at the New Connection Charging workshop in June 2019 

Subscribers 367 subscribers - mix of developers, consultants, and TW subscribers 
including TW NAV account manager to communicate to NAVs as required 
(constantly changing) 

Frequency & 
occurrence 

Monthly historically, will be quarterly from now on. 

Communication 
to potentially 
interested 
stakeholders 

In numerous ways - Developer Day, workshops, Ask the expert session, 
CRMs, personal email signatures 

Topics covered Upcoming events/consultations, changes in policies & procedures (eg 2020 
new connections charging), ask the expert and relevant news (eg M4 smart 
motorway), charity events 

Contributions 
considered, and 
progress 
communicated 

Mainly informing but could include links to consultations/surveys where 
customers can give their views. Only ask for feedback when relevant to the 
news article. 

Evidence Developer newsletter is sent mainly monthly though can be more frequent to 
notify customers of events or may miss a month if quiet period82.  

Source: Thames Water 

 

Developer day 

 We hold an annual Developer Day to keep large developers informed and consult on proposed 

changes in the industry as well as request feedback so we can continually improve our service. 

We invite Ofwat and industry representatives from HBF (Home Builders Federation representing 

large developers) and FWC (Fair Water Connections representing SLPs) to these events. 

Feedback from these events has been very positive.  

                                                           
82 For an example, see TMS_AnnexC_Q12_Appendix 05a - Developer newsletter 23 Sept 2019.pdf. (All others 
available on request) 
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Table 23: Developer day sample feedback results 

Attendees 117 customers attended - 63 developers, 33 consultants, 13 SLPs, 4 NAVs, 1 
UKPN, 1 MOSL (1 from Ofwat and 1 from HBF were registered but didn't 
attend) 

Frequency & 
occurrence 

Annual – 7 February 2019 

Communication 
to potentially 
interested 
stakeholders 

In numerous ways - monthly developer and self-lay newsletters (build-up), 
printed flyers distributed via CRMs, Ask the expert sessions & workshops, 
personal email signatures, TW website, Linked In, Developer Scrutiny Panel, 
customer conversations, direct telephone or email invitation to important 
stakeholders ie HBF, one-off communication to our developers who haven't 
subscribed to the e-newsletter 

Topics covered Vision, strategy, priorities & all changes in development industry as well as 
feedback from customers on how to improve  

This last event covered: Delivering for developers, New Charging, Delivery of 
clean water services, Code for Adoptions, Internal-fit metering policy, Enabling 
housing growth, Pre-planning enquiry service, Meet self-lay providers & NAVs 

Contributions 
considered, and 
progress 
communicated 

SLIDO on the day to survey customers views/preferences which was shown on 
the day, as well as Q&A answered on the day. Progress/updates 
communicated via the monthly newsletter and future events. Also, encourage 
developers to sign-up to the e-newsletter if they've not subscribed at events or 
request an ask the expert session for any technical queries they may have on 
a specific site. 

Evidence TMS_AnnexC_Q12_ Appendix 2a shows slides from the Developer Day 7 Feb 
2019.  
TMS_AnnexC_Q12 _Appendix 2b shows the SLIDO poll results from the day.  
TMS_AnnexC_Q12 _Appendix 2c shows the one-off email to non-subscribers 
of the newsletter inviting them to Developer Day 

Source Thames Water 

 We hold ad-hoc workshops with our various customer groups to consult and engage with them 

on proposed changes in the industry. For example, on DS 2020 Charging Arrangements, we 

held a new connection charging workshop on 13 June 2019. The outputs from this workshop 

then fed into our New connection charging independent consultation – both engagements are 

detailed in the tables below. Our response to Annex C - Q6 on charging gives more information 

on our customer engagement plan in this area. 
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Table 24: New connection charging workshop 

Attendees 38 customers attended - mix of developers, SLPs, Ofwat, other water 
companies, NAVs 

Frequency & 
occurrence 

Ad-hoc – 13 June 2019 

Communication 
to potentially 
interested 
stakeholders 

In numerous ways - developer and self-lay newsletter, CRMs, direct invite to 
Ofwat & other water companies, also included video to encourage participation 

Topics covered New charging 2020, options for how rules could be implemented, illustrative 
examples to show impact 

Contributions 
considered, and 
progress 
communicated 

Split into working groups, followed by group discussion. Outputs from this then 
shaped the consultation document. Used SLIDO throughout the session and 
questions responded to in the room. Then circulated slides with SLIDO results 
to all attendees after. Also, shared link with developers & SLP in subsequent 
newsletters. Asked for people to be involved in the consultation interviews.  

Evidence TMS_Annex C_Q12_Appendix 08 - DS 2020 connection charges workshop 13 
June 2019 slides including minutes 

Source Thames Water 

 

Table 25: New connection charging independent consultation 

Interviewed / 
online 
submissions 

27 responses – 19 interviews (8 developers, 5 consultants, 4 SLPs, 2 NAVs) 
and 8 online submissions 

Frequency & 
occurrence 

Ad-hoc – 1-30 September 2019 

Communication 
to potentially 
interested 
stakeholders 

In numerous ways – website, CRM suggestions, charging workshop 
volunteers, previously engaged developers contacted by phone, self-lay forum, 
developer & self-lay newsletters 

Topics covered Views on infrastructure charges, new income offset, transition arrangements, 
mains application & design fees 

Contributions 
considered, and 
progress 
communicated 

Independent agency Verve have collated the results from the interviews and 
online submissions. These results are currently being analysed and evaluated 
and will shape how we implement new charging. 

Evidence TMS_AnnexC_Q12_ Appendix07_DS 2020 Charging Arrangements - 
independent consultation Sept 2019.pdf 

Source: Thames Water 

 

Ask the expert 

 For our large developers, we offer monthly “Ask the expert” sessions to help resolve their 

complex design and technical queries about a specific site. We also organised a roadshow on 

15 May 2019 as requested by a large consultant where 30 of their staff attended. 
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Table 26: Ask the expert sessions 

Attendees Large developers and consultancies. We will expand the meeting to involve 
other developers if building in same area & sharing infrastructure.  

Frequency & 
occurrence 

Monthly & ad-hoc run a roadshow on 15 May 2019 

Communication 
to potentially 
interested 
stakeholders 

In numerous ways - monthly developer newsletter, printed flyers distributed via 
CRMs and at customer forums, Developer Day and customer workshops, 
website, customer conversations. Customers then fill in our Ask the expert 
request form. 

Topics covered 1:1 consultation with an expert who can guide them on resolving complex 
design and technical queries about a specific site. Sometimes can be more 
general about policy and procedures. 

Contributions 
considered, and 
progress 
communicated 

Issues either addressed in the room or experts will follow-up on any 
conversations or actions. Before they leave, all those involved fill in survey 
feedback form, so we can continual improve this service. We follow-up with 
thank you & contact details for the expert. 

Evidence TMS_AnnexC_Q12_ Appendix04a - Ask the expert appointments Oct 2018 to 
Sept 2019.pdf 

TMS_AnnexC_Q12_ Appendix04b - Ask the expert roadshow  
slides 15 May 2019.pdf 

 

Source Thames Water 

 

Developer Scrutiny Panel 

 We run a quarterly Developer Scrutiny Panel (DSP) which is a valuable sounding board for 

ideas and change, it provides useful developer insight and feedback and helps disseminate 

information to the wider developer community.  
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Table 27: Developer Scrutiny Panel 

Attendees 9 ongoing members for continuity and 3 guest members to provide 
transparency to wider developer community. 

Frequency & 
occurrence 

Quarterly – 10 July 2019, 11 April 2019, 17 January 2019 and 9 October 2018 

Topics covered Panel members are chosen for their regular experience of our service and are 
responsible for representing the view and perspectives of all our developer 
customers across London and our wider region.  

Guest structure was recent introduction at request of our wider developer 
community (feedback at Developer Day) and brings new opinions and greater 
transparency of how we operate.  

Members are generally suggested by our CRMs as they have up to date 
contact with the developers they manage and can recommend individuals who 
are keen to engage with us and likely to give valuable input into a meeting. 

Contributions 
considered, and 
progress 
communicated 

Business Update, New Charging, Water Efficiency, Code for adoptions, Pre-
planning enquiries, Team structure, D-MeX 

Evidence Slides are shared firstly with the DSP members and then through the 
newsletter with all subscribers and includes summary of discussion during the 
meeting. Progress and updates are communicated through future newsletters 
and events 83. 

Source: Thames Water 

 

Other 

 Each year, the company organises “sewer week” for stakeholders to take a trip down our 

sewers. Last year, for the first time, we invited our large developers and consultants with waste 

water interest, to take up this unique opportunity, 9 people attended. 

(iii) Self-lay providers (SLPs) 

 We work with 32 SLPs in our region. Delivering on our promises and timeliness is key for these 

customers, as jointly we need to serve their ultimate end customer, the developer.  We have 

recently established a dedicated self-lay account team to support these customers. 

TMS_AnnexC_Q12_ Appendix12 - Self-lay engagement meetings.pdf shows a list of face to 

face meetings that self-lay account managers have had with SLPs since January 2019 when 

the team started. This does not include site meetings which number around 200 per month. 

                                                           
83 An example is TMS_AnnexC_Q12_Appendix_03a_Developer Scrutiny Panel 10 July 2019 slides including 

minutes.pdf. (Other available on request) 
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Self-lay newsletter 

 Many self-lay providers subscribe to the monthly self-lay newsletter, which informs them of 

updates and relevant industry news as well as invite them to upcoming events or participate in 

consultations.  

Table 28: Self-lay newsletter 

Subscribers 115 SLPs, FWC and TW subscribers - constantly changing 

Frequency & 
occurrence 

Monthly historically, will be quarterly from now on. 

 

Communication 
to potentially 
interested 
stakeholders 

In numerous ways - Self-lay forum, workshops, account managers, personal 
email signatures 

Topics covered Upcoming events/consultations - 2020 new connections charging, code of 
adoptions and self-lay forum, change in policy & procedure, relevant news, 
charity events 

Contributions 
considered, and 
progress 
communicated 

Mainly informing but could include links to consultations/surveys where 
customers can give their views. Only ask for feedback when relevant to the 
news article. 

Evidence Self-lay newsletter is sent mainly monthly though can be more frequent to 
notify customers of events or may miss a month if quiet period84.  

Source: Thames Water 

 

 We hold an annual forum and adhoc workshops to keep SLPs informed, consult on proposed 

changes and provide feedback so we can continually improve our service.  

 

                                                           
84 An example is TMS_AnnexC_Q12_Appendix 09a_Self-lay newsletter 2 Sept 2019.pdf (Others available on 
request) 
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Table 29: Self-lay Forum 

Attendees SLPs and FWC - 31 invited, 21 came 

Frequency & 
occurrence 

Annual – 25 September 2019 

Communication 
to potentially 
interested 
stakeholders 

In numerous ways - monthly self-lay newsletter, personal email signatures, 
Linked In, customer conversations, direct telephone or email invitation to 
important stakeholders ie FWC, account managers rang their SLPs 

Topics covered Vision, strategy, priorities & all changes in industry as well as feedback from 
customers on how to improve  

Code for Adoptions for water, Field and Delivery, Q&A, New connections 
charging 2020 

Contributions 
considered, and 
progress 
communicated 

SLIDO, Q&A & polling results shared in the room. Emailed all attendees with 
the slides & link to Water UK & charging consultation & team contact details 
shared if have any queries. SLIDO poll results used for internal review. 

Evidence TMS_AnnexC_Q12_ Appendix10a - Self-lay forum 25 Sept 2019 slides.pdf 

TMS_AnnexC_Q12_ Appendix10b - Slido poll results self-lay forum 25 Sept 
2019.pdf 

 

Source: Thames Water 

 

Table 30: Code for Adoptions workshop 

Attendees 29 customers attended - mainly SLPs but did include FWC and Ofwat 

Frequency & 
occurrence 

Adhoc – 20 Nov 2018 

Communication to 
potentially 
interested 
stakeholders 

In numerous ways - monthly self-lay newsletter, customer conversations, 
direct telephone or email invitation to important stakeholders ie FWC and 
Ofwat, account managers rang their SLPs 

Topics covered Self-lay update, Codes progress update, Process walkthrough with feedback, 
Consultation walkthrough, Q&A and wrap-up 

Contributions 
considered, and 
progress 
communicated 

Working groups were in tables for the process walkthrough and discussions 
were captured. These were fed back directly to Water UK. We encouraged all 
attendees to submit their own response to the Water UK consultation, which 
we also promoted through the self-lay newsletter. 

Evidence TMS_AnnexC_Q12_ Appendix11 - Code for adoptions workshop 20 Nov 
2018 slides.pdf 

 

Source: Thames Water 
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(iv) NAVs 

 We have 5 NAVs in our region. We have a dedicated section on our Wholesale website which 

provides information to both existing and potential new NAV customers, showing our policy and 

detailing the application process. 

 

 Over the last year we have had various types of engagement with all our NAV customers, which 

are split below: 

Account management meetings 

 Each NAV customer can meet with their account manager at their chosen frequency. Many 

NAVs opt for a monthly conference call, with quarterly face to face meeting whilst others prefer 

to meet on an adhoc basis with an annual face to face meeting. These meetings ensure regular 

communication is in place in addition to the bulk emails (see below) that are sent to all NAVs 

sharing updates. The frequency of these meetings will increase when there is a lot of work 

pending.  

 

 Agenda is flexible but always includes introductions, site specifics (sorted by Bulk agreement 

signed, Pending Bulk agreement, on hold, Pre-development enquiries, Upcoming) and AOB.  

 

 As and when issues arise, we have regular engagement until resolution. This will be through 

various channels such as face to face meetings, on-site visits where necessary, telephone, 

email and skype meetings. 
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Bulk emails 

 

We send bulk emails to our NAV customers in our region as described in the table below. 

Table 31: Bulk emails to our NAV customers 

Recipients All 5 NAVs 

Frequency & 
occurrence 

As and when required – Feb, June, July, Aug, Oct 2019 

Communication to 
potentially 
interested 
stakeholders 

As and when new NAVs are added 

Topics covered Release of new documents or informing NAVs of consultations or updates 
e.g. NAV tariff document, NAV service offering, stakeholder newsletter. 

Contributions 
considered, and 
progress 
communicated 

Feedback on our NAV tariff document and NAV service offering is being 
incorporated into future versions. We also sent responses to the customers 
via email. 

Evidence TMS_AnnexC_Q12_ Appendix13a - Charging consultation launch message 
to NAVs.msg 
TMS_AnnexC_Q12_ Appendix13b - TW Stakeholder newsletter- Focus on 
dry weather message to NAVs.msg 
TMS_AnnexC_Q12_ Appendix13c - NAV Wholesale tariff document release 
1 message.msg 
TMS_AnnexC_Q12_ Appendix13d - TW NAV Tariff Document  NAV Service 
Offering 1.msg 
TMS_AnnexC_Q12_ Appendix13e - NAV service offering- 2nd draft 
release.msg 
 

Source: Thames Water 

Water Quality sessions 

 On an annual basis, our water quality team invite individual NAVs in our region with bulk water 

supplies to attend site for a review, including any pending sites. This year, we met 3 NAVs in 

our area: Leep NAV Networks Ltd on 17 June 2019, Albion Water on 8 July 2019 and IWNL on 

22 July 2019. The remaining 2 NAVs do not have water supplies.  

 

Portal launch 

 We host adhoc sessions where appropriate, such as the portal launch on 14-15 February 2019  
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Table 32: Ad hoc sessions – Portal launch 

Attendees 4 out of 5 NAVs 

Frequency & 
occurrence 

Adhoc and 14-15 February 2019  

Communication to 
potentially 
interested 
stakeholders 

Numerous ways – Email invitation, face to face and following up with phone 
calls 

Topics covered Launch of new portal to ease the application process for the NAVs. Chance for 
NAVs to get hands on experience of our portal prior to launch, providing a 
demonstration on its purpose and how it works.  

Contributions 
considered, and 
progress 
communicated 

Face to face demonstrations.  Improvements are still work in progress. 

Evidence NAV portal demo slides as shared with the NAVs85.  

Source: Thames Water 

 

Table 33: NAVs open day 

Attendees 5 out of 5 NAVs and Ofwat 

Frequency & 
occurrence 

Annual and 7 Nov 2018 

Communication to 
potentially 
interested 
stakeholders 

Numerous ways – Email invitation, face to face and following up with phone 
calls. 

Topics covered Welcome, Where we are today, In the pipeline, WMS Contracts and 
Performance, TW application process, Construction of water mains and 
sewers, Water efficiency, Unplanned and planned events, 
Stop/Start/Continue/Improve, WMS portal, WMS revenue and settlement 
update, Regulation and pricing for NAVs, Bulk charges for NAVs, Income 
offsets for NAVs, Network capacity and reinforcement, Infrastructure charges, 
NAV feedback 

Contributions 
considered, and 
progress 
communicated 

NAV open day feedback from the previous year was reviewed and 
incorporated into this year’s event. Feedback from the 
Stop/Start/Continue/Improve section (slide 59 of Appendix 15) is being 
progressed. 

Evidence NAV open day 2018 slides including agenda86.  

Source: Thames Water 

  

                                                           
85 TMS_AnnexC_Q12_ Appendix 14 - NAV Portal.pdf 
86 TMS_AnnexC_Q12_ Appendix 15 - NAV Open day - Final slide deck 2018.pdf 
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NAVs – 2020 new connection charging 

 

 Prior to releasing our planned approach to post 2020 charging, our NAVs were given 3 

options 

1) Attend a 121 with TW - 3 NAVs took up this option 

2) Attend the developer session to discuss our ideas - 3 NAVs attended  

3) Form a separate NAV group to discuss – this was not pursued as we did not incur 

enough interest 

This was then followed up with an interview with our agency handling the consultation 

feedback, where the NAV registered interest. 

All feedback from new connections consultation is anonymous. The 121 sessions welcomed 

all feedback which was reviewed prior to release of the consultation. 

 
Q13 With respect to information and services provided to NAVs, SLPs and developers: 

a) Do you offer any similar services with operational service levels that differ depending 
on the customer type (developer, NAV, SLP)? If so, please list the services and 
explain the reasons for the differences; 

 

 We offer similar services with different operational service levels. The difference in service level 

for the three customer segments is due to the different types of contract that are in place for the 

respective services provided, as shown below: 
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 Regarding our water service offer, we have experienced delays for a variety of reasons. This is 

partly due to NAVs not providing all the information and above numbers do not incorporate any 

clock stopping for incomplete applications, which we would do once the metrics are live. We 

also faced internal issues, such as, high volumes in the Mains Design team which affected all 

our customers.  We also have some NAV jobs which require a mains extension to serve their 

site which involve added complexities and cause the job to exceed the 42 calendar days.   

 
(d) Are there any examples of instances where you have provided information to NAVs 
or SLPs at the same time as, or after, providing a quote/offer to the developer of the 
same site? 
 

 Yes. Out of 778 quotations issued between 1 April 2018 to 30 September 2019, we quoted on 

the same site to a combination of SLPs, NAVs and developers for 76 sites.  

• We had 73 sites where we issued the same information to SLPs and developers – 

sometimes more than 1 SLP or more than 1 developer or both 

• We had 2 sites where we issued the same information to NAVs and developers. 

• We had 1 site where we issued the same information to NAVs, SLPs and developers.  

 For the 73 sites where we quoted to the developer and an SLP, there were 17 sites where our 

systems indicate that the applications arrived at the same time.  The other 56 sites were issued 

at different times and so any comparison of whether the developer got the quote at the same 

time or earlier than the SLP is not informative.  

 In the 17 sites with the same application date, 13 quotes were sent to the developer earlier than 

the SLP, 2 on the same day and 1 later, with a missing date for the other site. These are 

examples of where we have offered a dual quote to the developer and this has later been 

converted into a quote to the SLP. In these cases, we convert the quote and send to the SLP, 

which would happen after the initial application. 

 We have 3 sites involving NAVS but the application dates for the parties are all different, so it is 

impossible to come to any conclusion. 

 

Water response 

Q14. With respect to asset adoption, please set out:  

 
(a) How you are ensuring you will be ready for implementation of the new sector guidance 
and model adoption agreements, once we have approved them and they form part of the 
Code for Adoption Agreements.  

 

 In readiness for the Water Code for Adoption Agreements coming into force, we have been 

moving at pace with our internal preparations including changes to processes, literature and 

systems. 
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 Our literature as well as the processes which underpin these have been aligned to the 

requirements of the Code. Our Self-lay Letter template87 is an example of our correspondence 

which we believe are clear, transparent and easy to follow. 

 

 We have held internal briefing sessions with the Self-Lay team88 and stakeholders89 within 

Developer Services to go through what each process will look like and what changes will be 

made to our literature.  

 

 Our intention is to go live on the 1st January 2020 apart from the Model Water Adoption 

Agreement which we will go-live on the date provided by Ofwat. 

 
(b) How you have engaged with customers around codes for adoption.  
 

 We covered engagement in our response to Annex C - Q12, but just to re-iterate here: 

 

 We promoted Water UK consultations through means such as Self-Lay Newsletters.  During the 

main consultation that took place in November 2018, we held a workshop with all our Self-Lay 

Providers to walk them through what the consultation included and how it will likely impact day 

to day interactions with us.  

 We have continued our engagement and highlighted both the Water and Waste Code for 

Adoptions changes during our Developer Day in February 2019.  

 We’ve shared the most recent consultation through our Self-Lay Newsletter. We also discussed 

it again at the Self-Lay Forum in September 2019.  

 
Waste response 

Q14. With respect to asset adoption, please set out:  

(a) How you are ensuring you will be ready for implementation of the new sector guidance 
and model adoption agreements, once we have approved them and they form part of the 
Code for Adoption Agreements.  

 

 In readiness for the Waste Code for Adoption Agreements coming into force, we have started 

our internal preparations for changes to our processes, literature and systems. 

 

 We are continuing to run a staggered programme for launching Code for Adoption with waste 

following behind water.    

 

 We have identified all the required changes on waste and are in the process of finalising the 

mapping of our internal procedures to comply with the market processes.  Whilst we haven’t 

                                                           
87 TMS_AnnexC_Q14_ Appendix 2- Self-lay Letter Templates.pdf 
88 TMS_AnnexC_Q14_Appendix 1a - Internal playback sessions for Water Code for Adoption Stages.pdf 
89 TMS_AnnexC_Q14_Appendix 1b - Internal playback sessions for Water Code for Adoption Stages.pdf 
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concluded this exercise, we have gone through the market processes and captured changes to 

literature, processes, and systems90. Our intention is to mirror the style and format of the 

correspondence which we are using on the water side so that from a Developer’s perspective, 

it looks and feels like a coherent journey.  

 We plan to hold internal briefing sessions with the stakeholders within Developer Services to go 

through what each process will look like and what changes will be made to our literature as soon 

as we have mapped out the changes.  Our working assumption is that waste changes will be 

required to be ready for go-live on the 1st April 2020 as per Water UK’s recommendation to 

Ofwat. 

 

 We are recruiting additional field and office-based personnel to enable us to comply with the 

anticipated increased volume of work through the Code for Adoption waste programme. 

 

 We are part of a small group of Water Companies paying to develop a Sustainable Urban 

Drainage (SuDs) training programme to design and build all training material and online portals.  

(b) How you have engaged with customers around codes for adoption.  
 

 We provided an industry update on the Waste Code for Adoption Agreement at a Water UK 

Developer Day in November 2018. 

 

 We promoted the main Water UK consultation during our Developer Day in February 2019.  We 

have discussed the Code for Adoption Agreement at Scrutiny Panel meetings.  

 
 

  

                                                           
90 TMS_AnnexC_Q14_Appendix3 - CfA Waste Sewer Adoption process.xlsx 
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 Annex D: Effective support and development of new 
markets (optional) 

Q1. What are you doing to effectively support the development of new markets (e.g. bio 
resources)?  
 

 Well-functioning markets can help deliver better outcomes for current and future customers in 

the form of lower prices, better quality and more tailored services and greater choice (of services 

and service-providers). Thames Water recognises that it (and other incumbent water 

companies) shares in the responsibility for developing effective markets and the governance 

and administrative architecture to support them.  

 

 We are a strong supporter of new and emerging markets, as evidenced by our constructive and 

extensive involvement in groups set up to develop and implement effective markets; our positive 

and thoughtful contributions to consultations and ongoing debates around the use of markets; 

and our engagement with third parties to provide opportunities for growth. For example, Thames 

Water  

• was the first English water company to have an approved Trading and Procurement Code 

to support water trading 

• was an active member of Ofwat’s working groups on water resources and access prices, 

and continues to support the development of DPC 

• collaborated with two other water companies to explore the concept of a System Operator 

for water  

• continues to work effectively with other water companies and regulators on developing 

strategic water resource options and the supporting processes 

• is exploring with third parties the options for using biogas to inject into the national gas grid 

or as fuel for a district heating initiative 

 We describe our involvement a number of new markets in more detail below. 

 

Water market 

 Water trading is an established activity and Thames Water has a long and active history of 

trading with third parties. However, we continue to explore new opportunities for trading. We 

have agreed trades for abstraction capacity, providing benefits to customers and the 

environment. We are also in discussion with parties about supporting a bilateral water trade – 

this is operationally more complex but could open up new markets if those complexities can be 

addressed so that customers remain properly protected.  

 We are also actively involved in developing the market for strategic water resources, working 

closely with other water companies, regulators and other parties to prepare proposals, review 

challenges and create solutions to benefit customers and the environment regionally and 

nationally.  
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 Our involvement in water markets is supported by our comprehensive and sector-leading suite 

of information and tools for entrants. For example, our Bid Assessment Framework (“BAF”) was 

rightly highlighted by Ofwat in its IAP 91as one that  

“meets all the best-practice recommendations and reflects the key principles [and] is 

proportionate, non-discriminatory and transparent.” 

 Similarly, Ofwat described our approach to Direct Procurement for Customers (“DPC”) as a 

“high quality process, [providing] evidence of a thorough review with detailed cost tabulation 

of the schemes reviewed.” 

 We will use our BAF in conjunction with our updated Trading and Procurement Code, network 

Access Code and Water Resources Market Information to inform, enable and engage with 

potential entrants in the markets for new water resources, access services, demand 

management leakage services, and bioresources; we will launch our BAF in April 2020 and 

review its impact by April 2021. We continue to support Ofwat in its development of DPC, 

refining the methodology and the associated licence conditions and other documents. We 

expect to employ a DPC approach to some of our planned investment in AMP8. We will also 

use DPC as a spur to consider how we might improve outcomes for our customers in the longer-

term. 

 It is important to note the wide extent to which water resources and water services are regulated, 

and the profound importance of water to customers, inevitably throws up many and varied 

challenges to successful markets. Thames Water is keen to continuing working with all relevant 

parties to address these challenges and welcomes the creation of RAPID to remove barriers 

and promote sustainable outcomes for all customers. 

 

Wastewater market 

 The wastewater market (including bioresources) is less mature than the water market. We see 

this as an opportunity to exploit our skills and position to benefit customers. Ofwat has praised 

our plans for bioresources trading, where we are working with neighbouring appointees, 

specialist technology suppliers and other Organic Waste treatment operators to identify potential 

opportunities for trade. Three examples are:  

• our project with a biogas company to explore whether we can inject gas from our Deephams 

wastewater works into the national grid  

• a project to use the biogas to convert into vehicle fuel, and  

• we are examining a proposal with a local authority to create a district heating grid  

 Each of these projects is progressing, with the ‘gas to vehicle fuel’ most advanced at the 

contract-award stage. Notable about each of these projects is how initial discussions around 

bioresources can spur innovative thinking about alternative options and other new markets – for 

instance, the district heating grid project is focusing on waste heat recovery from our treatment 

                                                           
91 Ofwat: Thames Water Test question assessment Jan 2019 
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centre, in the short term, with the use of biogas developed later as the local authority site 

expands. 

 We are also supporting the growing NAV market for waste treatment services, for example by 

taking sludge from the Severn Trent Connect’s Aldershot site to treat at our Basingstoke centre. 

We have used this venture to highlight the issues specific to sludge trading (such as 

understanding tankering logistics when both sites have different operating regimes), so we will 

be better prepared for future trades. 

 In addition to our active participation in the market, we also play a prominent role in industry 

groups, including 

• The Biosolids Assurance Scheme (BAS) 

• Thames Water is one of six water companies who run Assured Biosolids Ltd to manage 

BAS on behalf of the rest of the water industry. Its purpose is to provide food chain and 

consumer reassurance by ensuring delivery of nutrient benefit to agriculture through 

operational transparency and consistency 

• The Anaerobic Digestion and Biogas Association 

• This was set up to represent the Anaerobic digestion and Bioresources industry. Thames 

Water has been a member on the Advisory Board 

• The Environment Agency Sludge and Organic Waste group 

• We are a member of this group which is looking to refresh the current sludge treatment and 

recycling regulations, to allow greater opportunities to open up organic waste markets 

• The European Sustainable Phosphorus Platform group  

• We are members of this group tasked with looking at how phosphorus in sewage sludge 

can be better utilised as a product 

 

 Finally, we note that we are also active in providing support to other parties to explore 

opportunities collaboratively and to enable them to strengthen their understanding of the 

bioresources market. For example: 

 

• We meet our neighbouring WaSCs regularly to discuss trading opportunities and we have 

put plans in place to allow short term emergency trades to happen without complicated 

contracts being needed  

• We have also fed into proposals by BMA and Jacobs around a sludge trading brokerage 

service, to help them better formulate their ideas 

• We have provided advice to South West Water following their request to us after reading 

our Business Plan, on how to develop a sludge strategy and think about markets 

• We are helping DCWater, an American firm, develop a sludge treatment and disposal 

strategy 
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Fats, oils and greases (FOG) 

 We are aiming to divert FOG from our network to minimise blockages/pollutions and to reduce 

the demand on our WWTW.  There are already well-established markets for used cooking oil, 

but there are limited disposal routes available for low-grade FOG (which has a high-water 

content or is contaminated with organics and other materials).   

 Collections of FOG are not widespread (particularly for small quantities generated by 

households); we are unlikely to play a direct role in this market but we have identified that a lack 

of disposal routes is a barrier to the development of the market. 

 To tackle this we have built a FOG reception plant at Long Reach STW (note that this was built 

by TWCSL and we are currently looking to transfer the asset to TWUL) which will dewater low 

grade FOG for onward sale (to be used as a fuel directly or refined into biofuel) or utilisation in 

our digesters (although it should be noted that the latter is limited by environmental 

regulation/permitting requirements).  Work is ongoing on our strategy. 

 

Non-potable re-use/grey water recycling 

 We have an imperative to reduce per capita consumption (PCC) and NPR has the potential to 

substantially impact this (up to 30% reduction in household consumption). It is unlikely that 

Thames will want to take on responsibility for owning, installing or maintaining in-home grey 

water recycling systems, however, we are looking to help facilitate this market and see how this 

can help us in our wider objective.  Grey water recycling has the additional benefit of reducing 

the load on our wastewater network (i.e. potentially reducing the need for capacity upgrades).  

 

Renewable energy market 

 We already self-generate a proportion of our power from renewables, predominantly from 

sludge but increasingly from PV.  As we strive for net carbon neutrality, we will need to materially 

increase our generation from renewables which will change the way we engage with the 

renewable energy market. 

 We will likely increase the amount of power we export and we are actively exploring export of 

raw biogas.  

 There is also scope to upgrade or transform the gas that we produce, allowing us to export 

directly into the natural gas network and participate in hydrogen networks in the future. 

 Energy storage (either directly through batteries or by changing the way we use energy) is also 

a substantial opportunity for the water industry and we can provide valuable grid balancing 

services in this way. 
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